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Introduction 


T n looking  at  One-Stop  systems  in  general,  there  are  two  distinct  levels  of  concern. 

I ' The  first  relates  to  the  local  context  and  how  the  system  is  responsive  to  the  policy 
direction  of  the  Workforce  Investment  Board  and  the  local  elected  officials.  In  many 
local  areas,  there  is  a void  in  the  policy  arena  and  the  One-Stop  centers  are  left  to 
determine  their  own  destiny  in  the  larger  context  of  the  political  environment.  In  truly 
leading  edge  areas,  there  is  policy  direction  provided  that  guides  One-Stop  operations 
toward  key  industry  sectors,  regional  initiatives,  and/or  service  to  specific  target 
groups,  for  example,  typically  with  longer  term  and  more  comprehensive  goals  in  mind 
than  those  reflected  in  program  performance  measures. 

In  the  second  level  of  One-Stop  system  concern,  there  is  an  emphasis  on  operational 
efficiency,  typically  driven  by  the  general  precepts  set  forth  for  One-Stops  in  the  federal 
Workforce  Investment  Act  (WIA),  which  provides  a broad  description  of  how  a system 
should  function.  The  emphasis  here  is  on  such  things  as  tiered  services  - core, 
intensive,  and  training;  resource  sharing;  Memoranda  of  Understanding  about  partner 
commitments;  system  design;  and  meeting  the  program  specific  performance  measures. 

The  Corporation  for  a Skilled  Workforce  (CSW)  has  been  engaged  by  the  San  Francisco 
Mayor's  Office  of  Economic  and  Workforce  Development  (MOEWD)  to  assist  with  both 
levels  of  concern  of  the  San  Francisco  One-Stop  system,  locally  known  as  the  Career 
Link  system.  This  report  focuses  on  the  second  level  - how  does  the  San  Francisco 
Career  Link  system  measure  up  against  the  WIA  expectations  and  against  the  best 
practices  of  One-Stops  across  the  country.  Since  MOEWD  is  still  in  the  midst  of 
discerning  the  general  policy  direction  it  wants  the  system  to  take,  feedback  on  policy 
level  issues  will  come  later  in  the  process. 

CSW  has  extensive  history  in  One-Stop  operations,  having  helped  set-up  several  state 
level  systems  during  the  implementation  of  WIA,  worked  closely  with  many  local 
operators  to  create  innovative  centers,  and  authored  a national  research-based 
benchmarking  study  to  identify  the  critical  success  factors  in  leading  edge  centers. 

CSW  has  also  worked  with  a large  number  of  Workforce  Investment  Boards  to  define 
their  expectations  of  the  One-Stop  systems  they  oversee  and  to  develop  criteria  to  assess 
system  success. 

Highlights  of  San  Francisco  Career  Link  Review 

CSW  visited  all  of  the  comprehensive  centers  in  the  city;  interviewed  partner 
organization  representations;  reviewed  extensive  documentation  of  both  the 
system  design  and  the  system  outputs;  conducted  focus  groups  with  employers 
and  community-based  organizations;  and  facilitated  a planning  retreat  for  the  operator 
consortium  members.  Full  documentation  of  the  process  can  be  found  later  in  this 
report.  We  have  designed  this  report  to  indicate  our  major  expectations  of  a good 
performing  system  and  then  present  our  findings  specific  to  San  Francisco.  The 
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findings  are  presented  in  descriptive  style  without  reference  to  regulations  or  law.  This 
is  about  what  typically  goes  on  in  a One-Stop  and  mostly  from  the  customer 
perspective.  This  is  intentionally  presented  in  a non-bureaucratic  manner  to  emphasize 
the  outcomes  for  individuals  and  not  the  requirements  of  the  law. 

One-Stops  Minimally  Provide  Core  and  Intensive  Services  as  part  of  their 
mandated  center  offerings. 

In  the  vast  majority  of  One-Stop  centers  across  the  country,  a customer  can  go  to  a 
center  and  obtain  universal  core  services;  that  is,  he  or  she  can  find  information 
about  available  jobs,  general  labor  market  information,  information  about  and 
referral  to  services  that  can  help  in  overcoming  barriers  to  employment;  self-help  in  job 
searches,  and  a level  of  triage  to  determine  if  that  customer  needs  more  intensive  help 
to  reach  his  or  her  employment  goals.  Those  intensive  services  may  include  deeper 
individualized  assessments  of  skills  and  abilities  and  individualized  planning  on  how 
to  attain  the  package  of  services  necessary  to  reach  his  or  her  goals.  The  plan  includes  a 
determination  of  whether  training  in  a necessary  component  of  the  individual's 
development  plan.  For  those  customers  eligible  for  deeper  support  than  core  services, 
enrollment  takes  place  in  the  appropriate  program  or  programs  at  the  time  an 
individual  receives  intensive  services.  Customers  who  receive  intensive  services  are 
typically  enrolled  in  WIA  or  in  another  program  that  provides  the  intensive  service. 

This  model  was  designed  to  ensure  that  all  customers  who  need  deeper  levels  of  service 
have  access  to  them. 

San  Francisco  Context 

In  all  three  of  the  comprehensive  centers  we  visited,  we 
found  that  virtually  the  only  services  actually  provided 
were  core  services.  These  core  services  focused 
primarily  on  job  matching  and  self-directed  job  searches. 

There  were  a limited  number  of  workshops  available  on 
resume  writing  and  orientations  to  what  other  services 
were  available,  but  we  found  virtually  no  on-site  provision 
of  intensive  services  at  the  Career  Link  centers  and  no  easy  / re- 

structured access  to  training  resources  as  we  have  found  in  j r*-  ;•  **  \\\\\\\ 
most  One-Stops  where  the  case  management  system  is  the 

gateway  to  training  opportunities.  We  recognize  that  the  San  Francisco  model  relies 
heavily  on  Community-Based  Organizations  (CBOs)  to  deliver  the  bulk  of  the  WIA 
funded  intensive  and  training  services  and  that  recently  customers  have  been  required 
to  go  to  the  Career  Link  centers  to  be  certified  for  WIA.  But  we  heard  from  CBO 
representatives  that  many  of  their  clients  find  it  difficult  to  navigate  their  way  through 
the  centers  (this  is  especially  true  for  those  with  language  barriers).  There  does  not 
appear  to  be  a consistent  level  of  case  management  that  carries  an  individual 
throughout  their  contact  with  the  system.  Such  case  management  would  also  include 
referral  to  other  services  that  might  help  a person  overcome  employment  barriers. 
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There  were  examples  of  employment  supports  such  as  transportation  tokens  in  the 
centers  and  one  staff  person  assigned  to  give  people  information  about  other  agencies 
but  this  is  not  the  same  level  of  support  as  a case  manager  would  provide. 

Essentially,  there  are  two  separate  systems.  The  Career  Links  provide  core  services  in 
isolation  while  there  is  a "second  system,"  which  consists  of  the  CBOs.  The  CBOs 
reputedly  provide  an  exemplary  level  of  case  management  throughout  their  contact 
with  the  client  (this  is  an  unverified  finding  based  on  feedback  mostly  from  the 
CBOs  themselves),  but  there  is  no  connection  back  to  the  Career  Link,  and  the  Career 
Link  is  not  part  of  the  overall  success  or  failure  of  the  full  system.  The  CBOs  told  us 
they  really  didn't  need  the  One-Stops,  except  for  the  requirement  that  the  One-Stops 
certify  eligibility  of  their  clients  when  WIA  resources  are  intended  to  be  used. 

One-Stops  Centers  are  Part  of  an  Overall  One-Stop  System  in  a Local  WIA 
Area 

In  the  leading  edge  One-Stops,  there  is  a central  One-Stop  Operator  with 

responsibility  for  operation  of  the  entire  system  including  tracking  performance, 
setting  policy,  assessing  customer  needs,  and  continually  improving  the  system  to 
serve  all  customers  better.  Some  regions  have  one  operator  responsible  for  all  the 
One-Stops  in  the  workforce  area.  Other  regions  may  have  multiple  operators,  who 
are  responsible  for  one  of  more  centers.  These  Operators  report  to  the  WIB  on 
performance  and  are  accountable  for  outcomes  on  a system  or  center  basis.  This  is  no 
small  task.  It  takes  a good  deal  of  time  and  effort  to  ensure  the  system  is  responsive  to 
customer  needs  and  that  there  is  a way  to  test  those  needs  across  the  population  as  a 
whole  - not  just  those  who  come  into  the  centers.  This  is  not  to  imply  that  all  the 
centers  in  a system  have  to  look  the  same  or  have  the  same  partners.  In  fact  the  centers 
should  be  different  based  on  the  populations  they  serve  and  the  needs  of  those 
populations.  We  are  beginning  to  see  a trend  toward  questioning  the  effectiveness  of 
the  "big  box"  approach  where  there  are  large  centers,  essentially  with  the  same  services, 
but  located  in  vastly  different  neighborhoods.  We  are  also  questioning  the  "big  box" 
approach  from  an  access  and  cost  effectiveness  standpoint.  Even  if  the  centers  are 
very  different  from  each  other,  grouping  many  programs  in  huge  facilities  with 
dozens  of  staff  may  not  be  as  accessible  or  cost  effective  as  a "virtual"  center  that 
operates  as  a system  through  electronic 
connections.  The  physical  manifestation  of  the 
virtual  system  would  be  small  numbers  of  staff 
spread  throughout  many  neighborhood 
locations  using  the  existing  facilities  of  other 
entities  (CBOs,  chambers  of  commerce, 
community  colleges,  libraries,  etc.) 

But  we  do  see  that  the  Operator  is  a key  player  in 
ensuring  quality  service  and  making  the  system 
responsive  to  local  needs.  The  Operator  uses 
sound  data  to  set  goals  and  to  track  progress.  The 
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Operator  ensures  efficiency  as  well  by  using  economies  of  scale  through  unified 
tracking  and  reporting  systems  that  give  clear  and  compelling  feedback  on  the  results  of 
the  system. 

San  Francisco  Context 

Candidly  there  is  no  "system"  per  se.  Two  of  the  centers  are  operated  by  the  City's 
Human  Services  Agency  (HSA)  and  one  is  operated  by  the  State's  Employment 
Development  Department  (EDD).  HSA  and  EDD  have  separate  client  tracking 
systems.  Since  training  under  WIA  has  been  administered  by  the  San  Francisco  Private 
Industry  Council  (PIC),  there  has  been  a third  tracking  system  in  place.  There  has  been 
a recent  movement  to  ensure  WIA  individuals  served  by  the  CBOs  and  funded  by  the 
PIC  go  to  the  centers  to  be  certified  for  WIA  services  but  it  appears  that  tracking  of 
client  information  and  the  tracking  of  performance  for  the  WIA  standards  is  handled  by 
the  PIC  as  a separate  function.  It  does  not  appear  that  any  of  the  systems  can  "talk"  to 
each  other  - that  is  they  cannot  exchange  information  about  clients  who  visit  a center 
run  by  a different  agency.  HSA  and  EDD  use  different  core  job  matching  tools.  The 
Operator  is  a consortium  of  five  agencies  (the  consortium  model  is  typical  in  most  local 
WIA  areas).  The  policy  making  responsibilities  of  the  Operator  are  unclear.  From  all 
impressions,  HSA  sets  policy  for  the  two  centers  it  runs  and  EDD  sets  policy  for  its  one 
center.  There  is  a good  structure  in  place  where  center  supervisors  meet  together, 
center  directors  meet,  and  agency  heads  meet.  The  level  of  influence  on  real  operational 
issues  does  not  appear  to  be  very  high.  When  you  step  back  and  look,  we  have  to 
conclude  that  HSA  is  the  major  driver  and  EDD  runs  a stand  alone  center. 

A telling  factor  is  the  lack  of  a comprehensive  data  tracking 
and  reporting  system  that  covers  all  centers.  HSA  does 
capture  limited  participant  data  on  all  who  go  through  the 
system  via  the  swipe  cards,  but  EDD  gets  no  feedback  on 
the  data  it  puts  in  and  there  is  no  comprehensive  assessment 
of  what  the  system  is  producing.  In  fairness,  we  have  to 
note  that  there  are  reports  prepared  by  HSA  that  track  some 
level  of  activity  but  they  are  not  comprehensive  and  do  not 
include  any  of  the  training  outcomes. 

It  should  also  be  noted  that  the  three  centers  use  some 
common  marketing  materials  with  three-part  fold-out  flyers 
describing  the  services  at  each  center.  In  many  ways  there  is 
good  consistency  but  a major  divergence  is  that  the  EDD 
flyer  lists  access  to  Caljobs  as  a major  tool  where  the  HSA 
ones  do  not.  The  marketing  materials  reference  EDD  as 
though  it  is  a stand  alone  agency  - which  in  San  Francisco  it  is.  Marketing  materials 
for  the  leading  edge  One-Stops  provide  a menu  of  the  services,  not  the  agencies  or 
programs.  The  best  marketing  materials  treat  the  system  as  an  integrated  array  of 
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services  delivered  under  a common  name  and  logo  rather  than  as  a shopping  mall 
comprised  of  several  independent  storefronts. 

There  are  other  system  elements  that  are  handled  differently  in  San  Francisco.  Rapid 
Response  and  Dislocated  Worker  services  are  typically  an  integral  part  of  a One-Stop 
service  mix.  Indeed  many  centers  see  more  dislocated  workers  than  any  other  client 
group.  This  is  true  for  the  EDD  site,  primarily  because  of  its  connection  to 
Unemployment  Insurance  and  because  it  manages  the  TAA  funds.  In  San  Francisco, 
WIA  funded  dislocated  worker  services  are  run  by  the  PIC,  and  while  there  may  be  a 
representative  or  two  at  a center,  this  is  not  a fundamental  part  of  the  service  mix. 


One-Stop  Centers  are  Typically  Partnerships  of  Multiple  Agencies  with  WIA 
and  Wagner-Peyser  as  the  Major  Contributors,  Delivering  Seamless  Service. 


This  observation  is  both  a blessing  and  a curse  nationally.  With  WIA  and  Wagner- 
Peyser  funding  shrinking  and  the  limited  services  that  can  be  provided  with 
reduced  resources,  One-Stops  are  feeling  a great  deal  of  pressure  to  make  hard 
choices  about  the  type  and  level  of  services  that  can  be  provided.  Training  funds  are  in 
scarce  supply,  especially  for  adult  workers  (non-dislocated  adults).  The  level  of  one  to 
one  contact  is  dropping  and  most  centers  are  relying  more  and  more  on  self-service  as 
their  delivery  model.  On  the  other  hand  where  there  is  good  cooperation  between  these 
two  agencies,  they  have  been  able  to  create  seamless  services  between  them,  and  in 
many  cases  among  all  partnering  agencies.  If  a staff  person,  when  asked,  says  that  he 
works  for  the  center  rather  than  the  program  that  funds  him,  that  seems  to  hold  as  a 
defining  characteristic  of  a well  integrated  center.  In  spite  of  the  funding  limitations, 
this  synergistic  approach  has  great  appeal  to  customers  who  get  the  service  they  need 
without  regard  to  whom  is  funding  it. 


San  Francisco  Context 


In  the  city,  the  fact  that  HSA  runs  two  of  the  centers  and 
puts  about  $20  million  into  the  operation  is  also  a blessing 
and  a curse.  It  is  clear  that  HSA  is  the  lead  policy  agency. 

It  must  follow  its  funding  stream  and  place  a real  emphasis  on 
public  assistance  recipients.  The  two  HSA  centers  are  closely 
aligned  with  TANF  offices,  but  ironically  application  for 
TANF  assistance,  as  was  reported  to  us,  is  handled  at  another 
office  (not  at  the  Career  Link  centers).  HSA  rightfully  reports 
that  a large  portion  of  the  clients  they  see  at  their  centers  are 
not  on  public  assistance,  have  post  secondary  education,  and 


Similarly  employer  services  have  been  integrated  to  a high  level  with  the  advent  of 
sectoral  strategies  to  divide  the  territory  and  to  build  a sense  of  connection  with  the 
employer  community.  The  term  “demand-driven,"  which  is  embedded  in  most  of  the 
San  Francisco  plans,  is  operationalized  in  other  places  through  sector  initiatives, 
combined  staffing,  and  aggressive  employer  outreach  efforts. 
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are  not  low  income.  That  may  well  be  but  the  only  service  those  individuals  get  is  basic 
job  matching  services.  We  could  not  discern  that  those  public  assistance  recipients  got 
anything  more  than  that  at  the  centers  either.  With  the  level  of  investment  reported,  we 
would  have  expected  to  see  much  more  skill  development  opportunities  available  - 
even  if  they  were  limited  to  TANF  clients.  It  is  very  unclear  how  the  funding  is  used  to 
deliver  a real  continuum  of  services  that  is  aimed  at  moving  people  out  of  poverty  as  is 
the  vision.  We  have  seen  many  models  where  the  One-Stops  are  the  place  where  TANF 
related  work  activities  are  delivered.  It  can  be  a powerful  model.  We  also  did  see  in  San 
Francisco  great  potential  in  such  models  as  City  Build  and  the  Ramp  and  Bridge 
programs  in  the  bio-tech  industry. 

The  employer  services  model  in  San  Francisco  has  several  dimensions  worthy  of  note. 
First,  it  is  a function  funded  by  CalWorks  and  thus  must  have  a focus  on  public 
assistance  recipients.  This  drives  it  to  a model  of  working  with  entry  level  employers. 

In  the  focus  group  we  did  with  employers  - almost  all  referred  by  the  Workforce 
Solutions  Team  - we  found  high  regard  and  praise  for  the  One-Stops.  The  employers 
equate  the  Workforce  Solutions  Team  with  the  One-Stop  in  their  nomenclature.  Those 
employers  felt  their  needs  were  being  met  and  they  received  top-notch  service.  Most 
also  said  that  they  promoted  from  within  so  there  was  a form  of  informal  career  ladder. 
But  it  was  not  a formalized  process.  The  employers  also  verified  what  we  saw  from  the 
statistical  analyses  of  job  trends  - San  Francisco  is  an  area  with  high  end  jobs  and  low 
end  jobs.  There  is  very  little  in  the  middle.  Also  people  cannot  afford  to  live  in  the  city 
unless  they  are  clearly  at  the  high  end  of  the  wage  scale.  Interestingly,  the  employers 
said  this  was  definitely  a regional  labor  market  with  big  commuting  patterns.  They 
could  not  point  to  any  regional  cooperation  among  WIBs  or  One-Stops. 

Our  interview  with  the  Workforce  Solutions  Team  leader  indicated  a dedicated  staff 
with  good  employer  connections.  Sector  initiatives  are  in  the  discussion  stages  but  have 
not  been  formalized  in  policy  or  organization. 


Specific  Findings  from  Review  of  Data,  Visits,  and  Interviews 


r j lhe  following  are  some  detailed  findings  from  the  work  done  to  date: 

One-Stop  System  Issues 


♦ The  " One-Stops"  see  themselves  as  front  (registration,  core  services)  and  back 
end  (job  placement)  of  the  service  continuum,  but  refer  people  out  for  virtually 
all  services  in  the  middle.  No  one  appears  to  case  manage  an  individual  through 
the  entire  continuum.  This  may  be  different  for  CalWorks  participants  and  some 
other  individuals  on  other  forms  of  public  assistance. 

♦ Marketing  materials  do  not  reflect  an  integrated  system.  For  example,  in  the 
Rapid  Response  booklet,  the  Employment  Development  Department  is  shown  on 
a separate  page,  with  services  listed  separately  from  the  One-Stop  services,  and 
the  phone  number  given  to  access  EDD  is  for  the  Civic  center  site.  The  booklet 
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says  that  EDD  reps  to  answer  UI  questions  are  only  at  Civic.  Twice,  the  booklet 
says  services  at  Southeast  are  "by  appointment  only"  and  that  "not  all  services 
may  be  available  (at  SE)." 

♦ Individuals  can  access  WIA  services  without  ever  stepping  foot  in  a One-Stop 
except  for  certification,  yet  all  of  the  planning  documents  we  have  seen  puts  the 
One-Stops  at  the  center  of  the  system.  The  reality  is  they  are,  for  all  intents  and 
purposes,  separate  entities  from  the  WIA  system  and  apparently  for  the  EDD 
system,  which  is  typically,  along  with  WIA  funded  services  the  other  major 
service  provider  in  the  centers. 

♦ The  One-Stops  have  different  "owners"  who  call  the  shots  at  their  own  sites 
(HSA,  EDD). 

♦ We  found  no  One-Stop  budget.  You  can't  determine  what  funds  are  actually 
used  for  each  program/ initiative.  E.g.,  what  funds  support  "One-Stop  centers" 
and  by  what  proportions?  Typically,  resource  sharing  agreements  developed  as 
part  of  the  Memorandum  of  Understanding  would  contain  this  information  but 

this  information  is  not  contained  in  the  May,  2006  Revised  MOU.  The  May, 
2006  MOU  does  not  carry  all  the  signatures,  and  what  signatures  there  are  date 
from  2002. 

♦ There  is  no  single  system  for  posting  job  orders.  EDD  uses  Caljobs,  but  HSA 
staff  collect  job  orders  in  a different  system  and  post  them  under  a different 
"banner". 

Data  and  Reporting  Issues 

♦ The  only  reports  we  saw  at  the  One-Stop 
were  program  reports  (not  system  reports) 
and  were  only  for  programs  that  are 
managed  in-house  by  HSA.  WIA  and 
Wagner-Peyser  data  were  conspicuously 
absent. 

♦ One-Stop  reports  focus  on  tallying 
numbers  and  processes,  not  on  outcomes. 

You  really  can't  tell  what  the  system  has 
accomplished.  U -a-  HT  / 

♦ Reports  cover  inconsistent  time  periods. 

♦ The  39%  placement  rate  in  the  Job  Seekers  combined  monthly  report  is 
questionable,  since  it  reflects  any  client  reporting  wages  through  CA  EDD  wage 
record  system  within  6 months,  regardless  of  how  they  got  the  job;  the  percent 
who  found  jobs  through  the  One  -Stop  system  is  not  shown.  And  while  a 39% 
placement  rate  would  sound  great,  39%  of  the  entire  registrant  pool  actually 
indicates  61%  of  the  customers  who  come  in  through  the  doors  have  NO 
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reported  income  at  all  within  six  months  of  registering,  whether  by  their  own 
efforts  or  the  system's. 

♦ In  the  Mission  report,  there  are  some  odd  categorizations;  e.g.,  the  skills  of 
"extraction  worker"  was  said  to  be  in  the  category  of  "education,  training,  and 
library."  "Engineer  was  ascribed  to  "health  care."  "Financial  specialists"  were 
placed  in  "installation,  maintenance  and  repair."  "Food  processing  workers" 
were  categorized  as  "architects  and  engineers." 

♦ The  Business  Services  report  does  not  reflect  the  target  industry  sectors  nor  much 
of  anything  employers  would  care  about: 

• "Job  requests  filled  by  industry"  is  not  related  back  to  the  target  industries 

• Some  data  is  useless  - like  job  requests  filled  by  program  category  and 
referrals  to  jobs  by  program.  What  is  the  point? 

• Some  data  is  irrelevant  to  business  services,  such  as  "CBO  customers  served." 
There  is  actually  quite  of  bit  of  job  seeker  data  in  the  business  services  report. 

• The  monthly  achievement  bullets  included  an  event  not  even  related  to 
business  services:  participating  in  a planning  forum  for  youth  employment 
services. 

Service  Issues 

♦ Small  numbers  were  reported  for  vocational  assessments  (e.g.,  in  September  06 
there  were  3,961  unduplicated  customer  visits  at  Mission  but  only  24  job  skills 
tests  done.  No  MOD  C interpretation,  PESCO,  or  PESCO  interpretations  have 
been  done  since  April.  (5  months)  What  is  all  that  testing  equipment  for? 

♦ The  "Programs  enrolled"  data  in  the  Mission  quarterly  report  only  adds  up  to 
100.1%,  which  implies  that  they  are  not  dual  enrolling  people  across  programs, 
and  thus  not  leveraging  the  funds  to  fullest  advantage. 

♦ The  customer  skills  and  experience  profile  in  the  Mission  report  is  not  referenced 
to  the  target  industries  to  identify  possibilities.  Despite  the  focus  of  most  of  the 
funding  (CalWorks,  FSET,  poor  people),  41%  of  the  customers  say  they  are  not 
receiving  any  assistance,  compared  to  37%  receiving  social  service  assistance.  It 
would  appear  that  fewer  customers  are  "eligibles"  than  "non-eligibles" 

♦ According  to  the  resource  map  document  being  developed  by  MOEWD,  very 
few  programs  even  offer  skill  training.  The  biggest  service  available  by  far  is 
career  counseling  and  placement. 

The  next  section  reviews  the  original  intent  of  the  One-Stop  system  in  San  Francisco 
according  to  the  five-year  plan  and  the  Memorandum  of  Under  standing  (MOU).  The 
initial  vision  is  much  closer  to  the  ideal  of  a system  and  the  reality  of  many  One-Stops 
around  the  country  than  what  eventually  evolved  in  San  Francisco.  Despite  having 
participated  in  the  developing  the  vision  and  MOU,  the  stakeholders  carry  different 
perspectives  of  what  the  system  is  and  ought  to  be.  It  is  critical  that  the  stakeholders 
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and  partners  share  the  same  definition  of  success.  In  the  absence  of  any  WIB  definition 
of  success,  the  each  partner  is  struggling  to  build  a system  that  meets  its  own  needs. 

A table  follows  the  review  of  the  initial  vision  that  essentially  summarizes  all 
stakeholder  input  and  explores  the  different  views  on  major  One-Stop  issues.  Each 
point  of  view  carries  with  it  implications  for  success  measures  and  system  design. 
Various  partners,  contractors,  and  stakeholders  are  trying  to  push  their  own 
viewpoints,  and  none  of  them  has  the  benefit  of  appropriate  system  infrastructure. 
These  points  of  view  should  not  be  viewed  in  isolation.  They  are  presented  as  separate 
points  for  ease  of  understanding.  The  final  model  may  well  include  a mix  of  these. 
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Revisiting  the  Original  Vision 


The  Original  Vision  from  the  2000  Five-Year  Plan 

The  original  five  year  local  workforce  investment  plan  developed  at  the  dawn  of 
WIA  had  lofty  goals  and  much  optimism.  Statements 
extracted  from  that  plan  give  some  sense  of  the  vision  of 
the  city  at  that  time  for  what  the  One-Stop  system  should  be: 

Employers 

> The  system  will  provide  a competitive  workforce  to  local 
business. 

> Employers  will  have  access  to  workers  that  support 
economic  growth. 

> Our  ability  to  provide  skilled  workers  to  local  employers 
will  far  surpass  the  capacity  of  the  current  system. 

System  Purpose  and  Design 

> We  see  the  One-Stop  approach  as  a system  rather  than  a 
physical  center. 

> By  2005,  customers  will  find  no  wrong  door  through  a seamless  integration  of 
services  from  as  many  community  agencies  as  possible. 

> It  is  designed  specifically  to  meet  the  needs  of  persons  with  multiple  barriers,  low 
income  and  welfare  recipients  and  the  disabled,  among  others. 

> Services  will  be  consolidated  through  One-Stop  centers  and  access  points  when 
possible 

> Timelines  will  be  established  for  data  sharing  between  agencies,  with  the  ultimate 
goal  being  full  integration. 

> Principles  will  include  creation  of  action  plans  and  strategic  objectives,  customer 
focused  design  of  products  and  services,  the  use  of  performance  data  and 
information,  employee  training  and  development,  and  a focus  on  bottom  line  results 
to  business. 

> Individuals  will  move  through  core  to  intensive  to  training  immediately  if  needed; 

"we  do  not  want  to  have  the  client  experience  a failure-based  system") 
r The  WIB  will  improve  the  quality,  career  mobility  and  skills  of  the  local  workforce 
^ We  envision  more  partnerships  between  the  CBOs  and  community  college,  in  the 
which  the  basic  skills,  job  readiness,  and  job  placement  services  of  the  CBOs  are 
provided  as  wrap-around  support  to  individuals  before,  during,  and  after  they 
participate  in  education  or  training  at  the  college. 
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> We  will  explore  the  option  of  certifying  CBOs  as  career  centers  with  the  full  menu  of 
core  services  and  ability  to  authorize  intensive  or  training  services  funded  under 
WIA. 

Job  Seeker  Customer  Focus 

> The  system  will  offer  all  eligible  (?)  individuals  the  opportunity  to  maximize  their 
employment  potential. 

> The  system  will  focus  on  closing  the  gaps  for  targeted  hard  to  serve  persons  while 
addressing  the  employment  needs  of  the  universal  population 

> Scarce  WIA  resources  will  be  prioritized  for  those  most  in  need. 

Job  Seeker  Services 

> All  services  will  be  aimed  at  helping  individuals  manage  their  own  careers. 

> A continuum  of  employment  training  services  will  be  provided  to  promote  career 
advancement 

> Technical  and  professional  jobs  are  not  realistic  for  the  population.  Jobs  appropriate 
for  them  are  concentrated  in  clerical,  administrative  support,  and  service 
occupations.  Such  jobs  can  often  be  attained  through  short-term,  intensive 
occupational  classroom  training  and  OJT. 

> A core  set  of  career-decision  making  and  job  search  tools  will  be  available  through 
the  centers  and  access  points 

> Youth  will  be  provided  opportunities  to  achieve  career  goals  to  enhance  their  ability 
to  compete  in  the  labor  market. 

> The  system  will  provide  individual  up-front  assessments  to  identify  skills,  aptitudes, 
experience,  barriers,  and  interests 

> We  will  expand  the  range  of  post  employment  services  to  both  new  hire  and 
employer  to  increase  job  retention 

Strategic  Vision  as  Stated  in  the  MOU 

The  Memorandum  of  Understanding  signed  by  all  the  partners  envisions  the  One- 
Stop  system  as  essentially  a resource  library  to  enable  people  to  make  their  own 
choices.  This  is  not  consistent  with  the  original  plan. 

"The  vision  for  One-Stop  San  Francisco  . . .is  to  integrate  current  services  in  the  center 
and  satellite  sites  to  move  toward  providing  universal  access  to  career  and  labor  market 
information  and  to  provide  other  useful  consumer  information  regarding  training  and 
education  that  enables  customers  to  make  better  informed  choices." 
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Stakeholder  Perceptions 


It  was  six  men  of  Indostan 

To  learning  much  inclined, 

Who  went  to  see  the  Elephant 

(Though  all  of  them  were  blind). 
That  each  by  observation 

Might  satisfy  his  mind .... 


And  so  these  men  of  Indostan 

Disputed  loud  and  long. 

Each  in  his  own  opinion 

Exceeding  stiff  and  strong. 
Though  each  was  partly  in  the  right. 
And  all  were  in  the  wrong! 


San  Francisco's  stakeholders  all  carry  their  own  individual  assumptions  and  opinions 
about  what  the  One-Stop  centers  and  system  are  and  are  not,  based  on  the  perspective 
from  which  they  sit,  and  what  they  expected  the  system  was  going  to  be  from  the  early 
planning  days.  To  some  it  is  or  should  be  "very  like  a staffing  agency"  and  to  others  it 
is  "very  like  a social  services  agency."  The  table  below  outlines  the  array  of 
perceptions  on  several  key  issues,  none  entirely  right  or  wrong.  Decisions  have  to  be 
made  and  clearly  communicated  however,  about  what  exactly  this  beast  is.  The  choice 
of  decisions  has  implications  for  definitions  of  success,  for  priorities  and  use  of 
resources,  and  how  the  system  should  be  designed. 
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Perceptions  and  Implications 
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the  ITA  OPM  comes  from  private  sector  matching  money. 
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Next  Steps 


The  WIB  is  key  to  resolving  the  issue  of  the  One-Stop  purpose,  success,  and  design 
questions  in  San  Francisco.  It  is  the  responsibility  of  the  board  to  listen  to 
customers  and  stakeholders  and  provide  leadership  in  creating  a vision  and 
expectations  for  the  system. 

Under  WIA,  each  board  is  responsible  for  establishing  the  performance  standards  that 
each  One-Stop  center  in  its  area  must  meet.  This  is  an  opportunity  to  set  high 
expectations  for  the  quality  and  depth  of  services  offered  and  to  ensure  that  centers 
meet  the  needs  of  the  local  labor  market.  There  are  a variety  of  processes  through 
which  WIBs  can  establish  high  standards,  including  certification  or  chartering  processes 
for  both  comprehensive  One-Stops  as  well  as  satellite  locations.  Many  states  and 
individuals  WIBs  have  based  their  certification  criteria  on  a framework  derived  from 
the  Malcolm  Baldrige  Quality  Award.  Sites  that  don't  live  up  to  standards  for  access, 
outcomes,  continuous  improvement,  and  leadership  are  not  permitted  to  use  WIA 
funds. 

Many  areas  have  found  benefit  from  using  CSW's  Guide  to  Improving  One-Stops 
through  Benchmarked  Critical  Success  Factors,  which  includes  a self-assessment  and 
discussion  tool  for  use  by  partners.  It  also  includes  decision  points  for  policy-makers 
who  might  seek  to  pursue  the  core  indicators  outlined  in  the  guidebook.  Among  other 
critical  success  factors,  the  guide  notes  that  the  best  One-Stop  systems  in  the  country: 

> Manage  job  seeker  services  and  employer  services  as  integrated  functions,  with  a 
functional  manager  (one  for  job  seekers  and  one  for  employers)  responsible  for  the 
entire  function  (e.g.,  self-service,  intake,  assessment)  across  the  entire  system, 
regardless  of  where  or  by  whom  the  service  is  performed. 

> Gather  data  reflecting  customer  interactions,  delivery  of  services,  and  outcomes  and 
use  it  to  improve  services  and  results.  In  the  best  centers,  unduplicated  counts  of 
total  customers  are  possible,  as  well  as  unduplicated  counts  of  which  services 
customers  use  and  how  often  they  use  them.  Outcomes  are  compared  to  service 
strategies.  For  example,  are  people  who  receive  orientations  more  likely  to  return 
for  additional  services?  Investments  are  made  in  management  tools. 

> Define  success  through  center-wide  measures  for  One-Stop  and  program 
management,  supported  by  integrated  information  systems  to  which  multiple 
program  partners  have  access. 

> Demonstrate  strong  leadership  from  both  the  WIB  and  the  One-Stop  operator. 

Areas  the  size  of  San  Francisco  often  have  one  neutral  operator  to  manage  the  entire 
workforce  are,  and  in  the  best  cases,  the  operator  is  prohibited  from  service  delivery. 
The  One-Stop  operator  is  often  competitively  procured  separately  from  service 
provide  competitive  procurements.  One  WIB's  RFP  outlines  the  expectations  of  the 
entity  as: 
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Overall  Responsibilities 

♦ Serve  as  the  "management  company"  for  regional  service  delivery  coordination  in  the  One-Stop 
system. 

♦ Direct  and  coordinate  the  flow  and  delivery  of  services  in  the  Career  Centers. 

♦ Oversee  implementation  of  the  business  plan. 

♦ Convene  the  partners  to  revisit  the  business  plan  and  progress  on  a regular  basis. 

♦ Facilitate  any  changes  necessary  to  the  business  plan  while  staying  within  the  state's  One-Stop 
chartering  requirements. 

♦ Create  a process  to  develop  an  overall  staff  development  plan  for  the  two  centers,  secure 
appropriate  professional  development  in  coordination  with  the  WIB  Executive  Director,  and 
ensure  fulfillment  of  the  development  plan. 

♦ Manage  system-wide  performance  and  expenditures. 

♦ Implement  solutions  to  skill  shortages  in  coordination  with  the  strategic  planning  of  the  WIB. 

♦ Develop  reports  as  requested  by  the  WIB  which  relate  to  the  operation  of  the  One-Stop  centers. 

♦ Provide  functional  management  and  oversight  of  the  One-Stop  staff. 

♦ Strengthen  the  partnerships  among  existing  partners  and  seek  new  partner  relationships  that 
benefit  outcomes  for  system  customers. 

♦ Seek  additional  funding  sources  through  fee-for-service  and  partnering  opportunities;  the 
expectation  is  that  the  operator  will  go  beyond  basic  one-stop  system  oversight  and  continually 
look  for  ways  to  strategically  grow  services  and  fill  gaps. 

♦ Ensure  that  services  are  not  duplicated. 

♦ Act  as  a liaison  between  the  WIB  and  partners  to  ensure  communication  with  is  consistent  and 
thorough. 

♦ Facilitate  partner  and  all-staff  meetings  for  the  purpose  of  addressing  areas  of  need  or  concern 
and  to  engage  in  ongoing  system  planning. 

Performance  & Continuous  Improvement 

♦ Ensure  customer-driven  centers  by  implementing,  monitoring,  and  responding  to  the  job  seeker 
and  employer  satisfaction  process. 

♦ Develop  additional  means  for  "listening  to  the  customer"  beyond  written  surveys.  Assess  and 
evaluate  all  feedback  and  work  with  the  partners  to  address  concerns  and  service  gaps. 

♦ Implement  a system  that  assures  the  quality  of  services  to  the  customer  is  maintained  and 
improved. 

♦ Develop  and  manage  a process  for  continuous  improvement. 

♦ Develop  and  manage  the  process  for  addressing  center  grievances. 

♦ Coordinate  with  the  business  services  unit  of  the  SW  MO  WIB  to  resolve  employer  issues. 


An  operator  with  responsibilities  such  as  those  described  above  frees  the  WIB  and  WIB 
staff  to  focus  on  strategic  issues  as  well  as  improving  hands-on  management  of  the 
system. 
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Recommendations  for  next  steps: 

> CSW  will  meet  with  the  WIB  staff  to  brainstorm  system  expectations.  These 
expectations  will  drive  the  design  of  the  system  that  will  be  needed  to  meet  them. 
CSW  will  also  help  the  WIB  staff  to  understand  the  range  of  tools  available  to  WIBs 
to  affect  system  quality,  including  chartering  and  neutral  operator  procurement,  and 
how  those  tools  might  play  out  in  San  Francisco. 

> CSW  will  meet  a second  time  with  the  operating  partners  to  review  the  expectations 
and  elicit  their  input  about  how  they  think  the  expectations  could  be  met  and  to 
identify  any  barriers  that  must  be  removed  in  order  to  move  forward  on  meeting 
those  expectations.  At  some  point,  the  discussion  needs  to  be  taken  down  the  front 
line  level.  (One  of  the  Critical  Success  Factors  identified  in  the  Guide  to  Improving 
One-Stops  through  Benchmarked  Critical  Success  Factors  is  "Front  line  staff  and 
partners  are  involved  in  visioning  and  planning.  In  the  best  One-Stops,  all  frontline 
staff  are  involved  in  some  capacity;  they  serve  on  work  committees,  participate  in 
visioning  exercises;  are  invited  to  review  and  comment  on  drafts;  and  are  challenged 
to  identify  gaps  and  propose  ways  to  fill  the  gaps.") 

> CSW  will  articulate  the  expectations  and  the  resulting  design  considerations  into  a 
short,  simple  and  readily  understood  document  for  discussion  with  the  Mayor  and 
the  WIB  to  generate  support  for  the  basic  concepts  and  authority  for  WIB  staff  to 
move  forward  in  developing  the  details. 

> CSW  will  work  with  the  WIB  staff  and  other  consultants  engage  in  San  Francisco 
work  to  build  an  action  road  map  with  specific  actions  that  need  to  take  place  in 
order  to  build  a new  and  better  One-Stop  delivery  system  in  the  city. 
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Appendices 


CBO  Focus  Group  Themes 

February  1,  2007 

San  Francisco  Chamber  of  Commerce 
Specific  Comments 

Note:  Our  list  of  attendees  did  not  match  those  who  actually  came  so  it  was  difficult  to 

capture  who  said  what  precisely  but  the  essence  of  the  group's  concerns  are  reflected  in 

the  notes  that  follow.. 

> (affiliation  unknown)  Clients  say  they  want  the  One-Stops  to  be  more  user-friendly. 
“The  City  College  receptionist  is  rude." 

> Goodwill  is  a big  employer  of  ex-offenders,  but  the  One-Stops  don't  refer  ex- 
offenders to  them  to  seek  employment.  Also,  Goodwill  acts  regionally.  They  are 
targeting  employers  in  retail  and  transportation  across  three  counties.  They  are 
developing  relationships  in  their  targeted  sectors. 

> Youth  services  CBO  across  from  the  Mission  center  is  not  getting  referrals  from  the 
center,  and  they  want  to  learn  why.  The  One-Stop  is  not  youth-friendly  at  all.  Sees 
One-Stops  as  an  information  resource  center  for  the  community,  but  believes  they 
are  understaffed  to  act  in  that  role.  It's  hard  to  get  current  statistics  from  the  One- 
Stop  system.  Staff  at  the  One-Stops  aren't  aware  of  their  own  performance  or 
applicant  demographics.  They  aren't  using  their  own  reports  as  information  to  affect 
what  they  do.  “We're  still  working  out  what  our  partner  relationship  is.  Cal  Works 
clients  are  not  referred  to  us.  We  refer  to  the  One-Stop,  but  they  don't  refer  to  us. 
STRIVE  is  not  on  the  referral  list,  and  we  don't  know  why."  This  CBO  has  an  on-site 
job  developer  for  felon  youth.  This  individual  really  works  with  employers  to  help 
them  understand  the  risks  involved  (so  not  conducive  to  turning  that  employer 
function  over  to  Workforce  Solutions). 

> Another  individual  (affiliation  unknown)  said  Southeast  gets  lots  of  youth,  and  they 
really  try  to  accommodate  them.  Each  One-Stop  is  different  and  their  approaches  are 
different. 

> One  individual  said  she  engages  in  lots  of  collaborations  with  the  One-Stops  and 
services  on  the  operations  committee.  She  has  done  workshops  at  the  One-Stops. 

She  believes  in  the  system.  Says  collaborations  with  the  One-Stops  have  been 
successful.  “Assessments  are  there  for  us  to  tap  into,  “such  as  vocational  assessment 
test,  career  assessment,  etc,  but  aren't  being  utilized  well.  The  results  are  given  to 
the  participant,  who  takes  it  to  the  CBOs  for  development  into  a career  plan. 

> More  services  need  to  be  brought  to  Chinatown.  The  people  there  are  distrustful  of 
government  services;  they  need  a more  personal  touch  and  hand-holding.  One-Stops 
are  a resource  only  for  the  computer  literate  and  English-speaking.  Others  really 
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can't  access  them.  This  focus  group  participant  said  "employment  is  not  our  focus, 
but  self-sufficiency  is.  We  don't  consider  ourselves  partners  of  the  One-Stops."  Said 
he  is  trying  to  get  people  into  jobs  with  a career  path  that  will  lead  to  self- 
sufficiency.  A Chinatown  One-Stop  may  not  be  a building,  but  a system  of  referrals 
and  services.  They  are  looking  at  innovative  ways  of  setting  up  a One-Stop  system. 

> Another  Chinatown  rep  said  she  met  with  staff  of  the  One-Stop.  She  believes  that 
the  clients  have  to  know  what  they  want  - but  CBO  clients  don't  always  know  what 
they  want  and  need.  The  One-Stops  need  to  help  people  become  computer  literate. 
The  One-Stops  say  they  are  all  about  self-navigation.  There  is  not  enough  career 
counseling.  In  China,  you  find  a job  through  relationships:  people  you  know,  not 
through  agencies.  The  One-Stops  aren't  conducive  to  relationship  building.  The  on- 
line process  was  not  helpful  to  me  as  a recent  college-grad.  Only  3%  of  the  One-Stop 
clientele  are  Chinese,  yet  Chinese  comprise  a much  higher  percentage  of  the 
population  than  that.  The  Chinatown  CBOs  refer  people  to  the  One-Stops,  but 
maybe  they  don't  go. 

General  Discussion 

> CBO  representatives  said  they  believe  the  purpose  of  the  One-Stop  system  is  to  help 
people  become  self-sufficient  and  to  act  as  a referral  system  to  jobs.  They  should  be 
a central  point  between  job  seekers  and  the  employer  community  to  bring  the  two 
together. 

> A centralized  assessment  tool  is  needed  among  all  CBOs  and  the  One-Stops. 

> They  believe  they  need  to  better  educate  the  One-Stop  staff  on  what  their  services 
are  and  who  they  serve  so  the  One-Stops  can  make  better  and  more  referrals. 

> They  think  the  CBOs  all  work  well  with  each  other,  but  the  One-Stops  seem  to  be 
outside  that  collaboration. 

> The  WIB  should  create  a vision  for  the  system,  but  that  hasn't  happened  yet. 

> It  is  convenient  that  the  One-Stops  allow  posting  of  flyers  so  that  clients  can  look 
over  50  brochures  for  different  programs  at  one  place  and  time,  [which  does  not 
sound  "seamless",  "transparent,"  or  like  a "system."] 

> The  community  is  very  diverse;  any  given  individual  may  be  eligible  and 
appropriate  for  four  different  CBOs,  and  it  is  difficult  for  the  One-Stops  to 
comprehend  that. 

> The  CBO  reps  admitted  that  the  definition  of  "success"  is  different  for  each  one  of 
them,  and  different  from  the  One-Stops.  They  think  the  One-Stops  define  success  as 
someone  swiping  a card  and  learning  about  lots  of  agencies.  The  CBOs  said  they 
have  a different  definition  of  success  for  different  types  of  customers. 

> The  CBOs  said  they  "may  or  may  not  use  the  One-Stops"  to  meet  their  WIA 
performance  measures. 
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> Higher  level  dislocated  workers  don't  have  any  services  geared  to  them.  There  is  a 
narrow  layer  of  people  who  can  benefit  from  the  One-Stop  services.  The  client  must 
meet  the  One-Stop  profile. 

> For  a CBO  to  access  information  at  the  One-Stop,  it  depends  on  who  you  know,  who 
you  work  with. 

> CalWorks  staff  are  separate  from  other  HSA  staff  even  though  they  both  work  for 
the  same  agency.  There  are  different  referral  mechanisms  between  the  two,  and  the 
CBOs  are  required  to  understand  their  individual  processes. 

> For  CalWorks  services,  individuals  don't  go  to  the  One-Stops,  they  have  to  report 
elsewhere.  Otis  Street  does  all  the  intake  for  CalWorks.  Would  be  better  if  it  could 
be  done  at  the  "one"  stop. 

> First  Source  was  poorly  implemented. 

> The  CBOs  would  like  to  know  the  performance  outcomes  for  Workforce  Solutions. 
What  quality  of  jobs  are  they  looking  for?  What  industries?  A qualitative  study  of 
Workforce  Solutions  is  needed. 

> One-Stops  should  promote  better  communication  among  all  CBOs  and  educate  their 
staff  about  CBOs. 

> The  One-Stops  need  more  targeted  services  to  targeted  community  demographics. 
Neighborhood  services  are  needed. 

> One-Stop  staff  need  to  offer  more  high-touch,  one-on-one  services.  There  should  be 
more  people  out  front  to  help  and  direct  people  to  services.  The  CBOs  can  and  do 
provide  supplemental  staffing  to  the  One-Stops  now. 

> The  One-Stops  need  to  clarify  what  their  role  is.  There  is  so  much 
misunderstanding. 

> The  application  process  should  be  brought  to  the  neighborhoods.  CBOs  and  others 
should  be  empowered  to  do  intake  for  FSET  and  CalWorks. 


Themes  and  Implications 


Themes 

Iff 4 

Implications 

The  CBOs  and  One-Stops  are  separated 
philosophically  by  a difference  in  measures  of 
success. 

The  WIB  needs  to  establish  meaningful  outcome 
expectations  (beyond  WIA  measures)  that  describe 
what  success  is  for  the  workforce  development 
system.  These  expectations  can  serve  as  common 
goals  for  all  the  players. 

San  Francisco  has  many  unique  neighborhoods 
with  unique  needs. 

A mobile  unit  should  be  explored  that  could  make 
regular  stops  through  the  week  in  various 
neighborhoods  to  bring  services  directly  to 
potential  clients. 

Chinatown's  plan  for  a system  of  services  rather 
than  a physical  site  for  a One-Stop  may  be  worth 
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repheating  in  other  neighborhoods. 

Technology  based  solutions  may  have  a greater 
role  to  play  in  future  design  discussions. 

It  is  difficult  for  CBOs  to  get  the  data  they  need 
from  the  One-Stops. 

An  investment  should  be  made  in  a common  data 
collection  tool  to  be  used  throughout  the  system, 
custom  designed  to  produce  the  kind  of  data 
deemed  most  useful  by  the  users.  This  will  be 
necessary  anyway  to  track  system  success. 

The  One-Stop  isn't  truly  a One-Stop  if  clients  have 
to  apply  for  public  assistance  at  a different  location. 

Either  outstation  some  Otis  Street  staff  at  the  One- 
Stops,  or  outstation  One-Stop  services  at  Otis 
Street.  The  latter  may  be  preferable  to  avoid  having 
the  One-Stops  turn  into  welfare  offices. 

The  CBO  and  One-Stop  staff  don't  clearly 
understand  each  other's  purpose  and  roles. 

The  WIB  should  consider  sponsoring  a one-day 
"conference"  that  would  include  front  line  staff 
from  both  the  CBOs  and  One-Stops  to  learn  about 
each  other,  perhaps  engage  in  simulations  for 
serving  clients  to  practice  what  they  are  learning, 
and  develop  networking  relationships. 

Relationship  building  needs  to  be  on-going.  The 
WIB  may  also  want  to  consider  a weekly  workforce 
newsletter  that  can  e-mailed  to  all  management  and 
frontline  staff  of  CBOs  and  One-Stops  to  provide 
policy  insights,  national  and  global  trends, 
highlights  of  successful  activities,  profiles  of 
different  programs,  etc.  to  keep  the  lines  of 
communication  consistent  and  constant. 

The  CBOs  and  One-Stops  don't  currently  function 
together  like  a seamless  system.  Even  the  three- 
One-Stops  themselves  function  differently. 

Implementing  a common  triage  process  and 
assessment  tool,  the  results  of  which  can  be 
accessed  on-line  by  any  of  the  partners  would  be  a 
step  in  the  right  direction,  as  would  the 
development  of  common  success  goals. 
Agreement  on  a common  and  uniform  referral 
process  and  other  shared  practices  would  also 
enhance  the  partners  coming  together  as  a system. 

There  aren't  enough  One-Stop  staff  to  provide  the 
high  touch  services  many  clients  need. 

Creative  approaches  are  needed  to  expand  the 
One-Stop  system's  resources  and  capacity.  This 
may  include  fee-for-service  activities  to  generate 
revenue;  goals  for  "other  peoples'  money"  in  IT  As; 
using  student  interns  from  the  colleges  to  provide 
inexpensive  additional  staffing;  soliciting  for 
volunteers  from  the  community  to  provide  some  of 
the  initial  greeting  and  directing  functions;  using 
the  One-Stops  as  a work  experience  site  for  some 
carefully  selected  clients  who  want  to  build  up  a 
track  record  of  employment  they  can  use  to  move 
on  to  a private  sector  job;  and  so  forth. 

The  One-Stops  are  not  very  youth-friendly. 

Some  regions  have  put  mini-resource  centers 
directly  in  the  high  schools  and  trained  school 
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counselors  in  how  to  assist  youth  with  the 
resources.  One  WIB  developed  an  on-line 
"scavenger  hunt"  to  prompt  youth  to  explore 
careers  and  programs;  those  who  successfully 
finish  the  hunt  get  a coveted  prize  that  was  selected 
by  a group  of  youth  themselves  to  be  sure  it  would 
be  appealing.  The  prize  changes  every  year  (last 
year  it  was  a fiber  optic  key  chain  that  changes 
colors  and  is  emblazoned  with  the  One-Stop  logo). 
Youth  open-houses  of  the  One-Stops,  complete 
with  interesting  activities  such  as  a "reality  store" 
are  also  good  attractors.  The  small  EDD  run  youth 
to  youth  model  program  is  a hidden  treasure.  It 
could  be  expanded  to  a larger  scale  as  part  of  the 
youth  effort. 

One-Stops  are  geared  toward  people  at  the  lower 
end  of  the  skill  and  economic  spectrum 

The  One-Stops  have  historically  been  focused  on 
low-income  people,  and  that's  what  many  of  then- 
resources  are  geared  to  serve.  Thinking  broadly  as 
a system  - not  as  a One-Stop  - efforts  need  to  be 
made  to  build  a continuum  of  service  strategies  for 
a broader  range  of  job  seekers  and  employers, 
which  means  finding  new  partners  to  be  part  of  the 
system  who  can  bring  in  different  services  and 
resources.  Another  strategy  that  may  emerge  from 
MOEWD  policy  work  is  accepting  that  this  is  the 
role  of  the  system  and  being  clear  about  it  as  a 
policy  decision.  It  may  be  the  right  move  for  the 
city  given  the  huge  divide  between  those  at  the  low 
end  of  the  spectrum  and  those  at  the  high  end  who 
seem  to  make  labor  choices  on  their  own.  There  is 
also  very  little  in  the  "middle". 
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Employer  Focus  Group  Themes 

February  1,  2007 

San  Francisco  Chamber  of  Commerce 
Specific  Comments 

Security  guard  firm:  One-Stop  always  can  offer  him  a pool  of  people.  He'll  get  10-20 
referrals  for  each  hire.  Finding  workers  is  always  an  issue.  He  has  been  happy  with 
referrals,  although  he  said  that  he  dismisses  some  immediately  because  no  one  has  told 
them  how  to  prepare  for  an  interview.  He  can  tell  "right  away"  whether  they  are  going 
to  work  out. 

Airline:  working  the  ramp  is  a hard  job  and  people  are  hard  to  find.  She  advertised  for 
a hiring  event  for  three  days  (expensively  in  the  newspaper)  and  only  got  32  applicants 
to  show  up.  Attrition  is  fairly  high.  There  are  a total  of  230  ramp  workers,  and  13  left  in 
December  along.  She  zeroes  in  on  appearance  since  passengers  can  see  the  ramp 
workers.  They  need  computer  skills  to  get  through  training.  They  also  need  to  be  able 
to  lift  60  pounds  and  pass  an  agility  test.  They  must  be  willing  to  accommodate  a 
flexible  and  changing  work  schedule. 

Chamber  staff:  hears  about  attrition  issues.  Is  getting  the  sense  that  it's  due  to 
family/life  balance  issues.  There  is  also  difficulty  hiring  a diverse  workforce  that 
adequately  reflects  the  same  composition  as  the  customer  base. 

Retail:  One-Stops  are  great  for  getting  additional  job  applicants  beyond  what  they  get 
through  other  means.  It  is  a form  of  free  advertising,  and  it  builds  stronger 
relationships  with  the  clients  to  go  through  the  One-Stop. 

Transportation:  worked  with  the  One-Stop  six  months  ago  and  will  be  participating  in  a 
job  fair  soon.  Due  to  difficulty  in  finding  workers,  they  have  gone  to  a bonus  program. 
There  is  so  much  competition  for  workers!  Their  needs  are  specific  and  large.  They  are 
subject  to  controls  by  two  different  regulatory  agencies,  DOT  and  DMV.  They  are 
expanding  their  corporate  commuter  shuttle.  Drivers  need  a specific  type  of  driver's 
license,  a ten-year  clean  DMV  record,  clean  7 year  background  check.  There  are  a lot  of 
benefits,  but  people  have  to  work  12  hour  split  shifts.  One  way  they  attracted 
applicants  was  by  parking  one  of  the  limos  in  front  of  EDD,  and  a chauffer  who  was 
hired  out  of  the  One-Stop  talked  to  prospective  applicants  about  the  job.  Has  found 
that  newspapers  are  not  a good  source,  and  neither  are  computer  job  matching  services 
like  monsterjobs.  Only  about  70%  of  their  employees  are  computer  literate.  The  One- 
Stops  have  connections  to  other  agencies  and  trucking  schools,  which  extends  their 
reach  for  recruitment. 

Cruise  line:  work  is  very  seasonal  and  the  shifts  are  tough.  Applicants  must  pass  a 
drug  test.  The  One-Stops  have  been  great.  She  gets  to  talk  to  the  job  candidates 
beforehand  about  what  the  job  is  like  so  they  can  weed  themselves  out.  "They  do  a 


San  Francisco  One-Stop  Retreat 


Page  31 


great  job  of  talking  to  employee  candidates  about  the  job."  Majority  of  hires  come  from 
referrals  from  existing  employees. 

2nd  Security  firm:  does  a lot  of  hiring  at  entry  level.  A security  license  is  required.  The 
firm  provides  the  training  for  it,  but  people  have  to  get  the  license  on  their  own  and  it 
costs  $107.  Computer  skills  are  essential.  The  applicant  pool  is  limited  by  the  fact  that 
they  must  have  drivers'  license  and  customer  service  skills.  The  customer  service  skill 
is  difficult  to  assess  for.  They  have  had  to  put  more  people  through  their  customer 
service  training  module.  Mission  did  have  such  a program  and  it  was  great,  but  then 
they  didn't  have  any  more  money  for  it.  Workforce  Solutions  is  good  from  the 
employer  perspective.  Would  like  it  if  the  One-Stop  could  blast  out  a fast  message  to 
all  other  organizations  when  they  get  a job  opening  to  expand  the  potential  applicant 
pool.  The  applicants  need  training  beyond  interview  training,  such  as  business 
etiquette  and  how  to  interact  with  executives.  They  also  need  a higher  level  of  customer 
sendee  skills  than  for  many  other  jobs. 

Warehouse:  much  smaller  firm,  so  different  issues  than  the  other  employers.  They 
employ  60-70  workers,  75%  of  whom  are  drivers  with  no  special  license  required.  The 
challenge  has  been  in  finding  qualified  people  with  clean  driving  records.  Work  ethic  is 
an  issue.  At  least  50%  of  their  workforce  doesn't  live  in  San  Francisco.  She  has  better 
luck  hiring  off  the  street  than  through  the  One-Stop. 

General  Discussion 

> The  One-Stops  are  too  localized.  Need  to  attract  people  from  outside  the  city. 
Employers  need  to  be  able  to  access  the  entire  labor  shed  with  just  one  phone  call. 

> They  could  really  use  some  kind  of  customer  service  certification. 

> Bilingual  is  great  - but  English  fluency  is  critical. 

> Too  many  mandatory  people  at  the  One-Stops;  it  isn't  "walk-in"  traffic  as  much  as  it 
is  people  being  told  they  have  to  go  there. 

> Difference  of  opinion  on  service;  one  employer  said  he  gets  good  service  from  Turk 
and  not  from  Mission,  and  another  said  he  gets  good  service  from  Mission  and  not 
from  Turk. 

> Oakdale:  seems  to  have  lots  of  promise,  but  many  candidates  are  no  shows. 

> One  person  mentioned  that  JVS  has  an  NRF  training  site,  and  the  graduates  from 
there  are  better  than  other  referrals. 

> One  said  they  get  administrative  assistants  from  the  CBOs. 

r 'Workforce  Solutions  will  really  work  for  me.  Harold  is  great." 

> City  ordinances  and  rules  are  biggest  obstacles.  The  first  source  hiring  agreement  is 
either  impractical  or  not  implemented  well. 

> If  the  One-Stop  went  away  tomorrow,  all  (except  warehousing)  would  feel  the 
impact  on  their  ability  to  recruit  a workforce. 
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> Higher  level  employees  usually  are  not  hired  through  the  One-Stop. 

Themes  and  Implications 


Theme  implication 


Theme 

Implication 

One-Stops  generally  well  regarded  by  large 
employers.  Not  as  well  by  small  employer. 

The  One-Stops  need  to  be  able  to  measure 
employer  customer  satisfaction  differentiated  by 
type  of  employer.  Small  employers  may  respond 
differently;  it  is  hard  to  tell  based  on  the  reactions 
of  just  one  small  employer  in  a focus  group. 

Small  employers  are  where  most  of  the  job  growth 
occurs,  so  building  relationships  with  them  will  be 
important.  Might  consider  having  seminars  geared 
just  to  the  needs  of  small  employers  to  attract  them 
in  the  door.  Might  consider  developing  a skill 
alliance  among  several  small  employers  with 
related  needs  to  help  them  collectively  work  on 
solutions  to  their  workforce  issues. 

Customer  service  skills  are  critical  and  often 
lacking. 

Invest  in  an  on-going  customer  service  training 
program  (note:  there  are  vendors  such  as  Alchemy 
that  provide  self-service,  on-demand  interactive 
training  in  things  like  customer  service.  A one- 
time investment  would  enable  the  One-Stops  to 
offer  the  training  without  having  to  involve  staff. 
Participation  in  the  training  and  passing  the  on- 
screen test  is  recorded  and  kept  in  a database  as 
proof. 

The  WIB  could  convene  diverse  employers  to  reach 
agreement  on  the  essentials  of  customer  service 
skills  and  how  those  skills  could  be  demonstrated 
to  develop  a certificate  that  local  employers 
support.  Alternatively,  there  are  other  vendors  of 
such  assessments  and  certificates  (e.g.,  in  the 
National  Work  Readiness  Credential  and  the 
National  Career  Readiness  Certificate). 

The  workforce  comes  from  a broad  labor  shed,  not 
just  San  Francisco. 

Need  to  develop  regional  agreements  with 
surrounding  One-Stops  to  share  job  postings  and 
any  certifications  that  get  developed  (for 
portability),  and  to  develop  common  processes  for 
working  with  employers.  A regional  workforce 
solutions  unit  should  be  considered. 

Faster,  broader  advertisement  of  job  openings 
would  be  helpful. 

Develop  a group  e-mail  of  as  many  organizations 
as  possible  in  order  to  blast  out  information 
received  about  openings  within  minutes. 

Attrition  is  an  issue,  especially  for  entry-level  jobs. 

Develop  a menu  of  retention  services  to  offer 
employers  (for  fee,  if  necessary).  The  service 
package  may  include  identifying  where  employers 
may  need  to  change  their  practices  (it  isn't  always  a 
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worker  problem).  Many  employers  have  found 
that  administration  of  Work  Keys  to  better  qualify 
applicants  has  lowered  their  turnover.  Some  One- 
Stops  work  more  intensely  with  applicants  on  the 
front  end  to  identify  potential  issues  such  as 
transportation,  child  care,  etc.  to  ensure  they  have  a 
back-up  plan  for  each  and  help  them  find 
alternatives. 

Increase  the  array  of  ramp  and  bridge  programs 
and  increase  referrals  to  those  programs  to  better 
prepare  individuals  for  entry  level  employment. 

The  One-Stops  are  really  where  you  go  to  find 
entry-level  workers. 

Some  One-Stops  have  approached  this  issue  by 
having  targeted  networking  sessions  - not  job  fairs. 
They  invite  only  their  upper  level  job  applicants 
and  the  applicants  come  to  the  session  in 
professional  dress.  They  only  invite  employers  who 
offer  professional  jobs.  Since  employers 
everywhere  prefer  a more  personal  assessment  for 
higher  level  positions  (as  opposed  to  just 
"matching"  qualifications),  One-Stops  have  tried  to 
formalize  the  personal  acquaintance  process. 
Sometimes  they  hold  these  off-site,  like  at  a 
restaurant  so  the  setting  is  less  bureaucratic. 
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Re-Imagining  San  Francisco's  One-Stop  System  Retreat  Summary 

February  1,  2007 


Participants:  Cedric  Jackson;  Roy  Li,  Mandie  ?,  Tony  Lugo,  Brenda  Brown,  Greg 
Johnson,  Linda  Gomes,  Anne  Wegher,  Jim  Buick,  Marc  Majors,  Nick  Delorenzo,  Wes 
Dixon,  Amy  Wallace,  Rhonda  Simmons 

Introductions  and  Expectations 

As  they  introduced  themselves,  participants  were  asked  what  they  hoped  to  gain  from 
the  retreat.  Expectations  included: 

> Fee  for  service  ideas:  how  can  additional  resources  be  generated  to  support  the 
system?  What  are  the  unique  things  other  One-Stops  are  doing  around  the  country? 

> Feedback  from  the  assessment:  what  did  CSW  find  from  the  walk-throughs  and 
interviews  with  One-Stop  managers?  What  did  CSW  communicate  to  the  WIB  staff? 

> Data  collection  for  the  system:  how  can  we  make  it  more  effective  in  terms  of 
collection  and  reporting? 

> Recommendations  to  be  more  effective/best  practices:  what  practices  has  CSW 
observed  elsewhere  in  the  country  that  would  be  recommended  for  San  Francisco? 
One  individual  was  particularly  interested  in  mobile  One-Stops  as  a potential  best 
practice  that  could  be  applied  in  San  Francisco. 

> Performance  measurement  for  One-Stops/  measuring  outcomes:  what  should  we 
be  measuring  that  is  meaningful  and  can  be  shared  as  indicators  of  performance 
across  the  entire  system? 

> Redefining  the  role  of  the  Centers/  relationship  of  the  system  and  the  centers:  San 

Francisco  is  unique,  particularly  with  regards  to  the  large  number  of  community 
based  organizations  that  are  involved  in  the  system.  What  should  be  the  role  of  the 
One-Stop  centers  themselves  in  this  unique  environment? 

> Operational  tools/what  works  well  administratively:  how  can  we  best  administer 
the  work  of  the  One-Stops?  What  tools  would  help  us  do  it  better? 

> Collaborative  ways  to  work  with  industries  and  businesses:  considering  the 
national  emphasis  on  demand-side  and  sectoral  approaches,  how  can  San 
Francisco's  system  work  best  with  industry? 

Reflecting  on  Change 

The  participants  were  asked  to  reflect  on  how  the  world  changed  since  the  inception  of 
One-Stops.  How  does  hiring,  retention,  training  work  today?  What  could  those  changes 
mean  for  the  design  and  delivery  of  workforce  development  services?  First,  we 
brainstormed  how  the  world  has  changed  since  the  Workforce  Investment  Act  was 
designed  in  1998.  The  world  of  work  is  no  longer  exactly  what  it  was  when  the  authors 
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of  YVI A imagined  a system  that  would  best  serve  employers,  workers,  and  job  seekers. 

We  have  to  re-imagine  the  workforce  development  system  in  the  context  of  those 

changes. 

Changes  in  the  World  of  Work  Since  WIA 

> Faster:  Not  does  everything  operate  faster,  and  not  only  does  change  happen  faster, 
but  customers  have  come  to  expect  public  systems  to  operate  faster  on  their  behalf. 

> Technology:  Significantly  more  services  and  transmittal  of  information  happens 
electronically,  including  connections  by  e-mail;  electronic  transmittals  of  resumes; 
the  use  of  websites  to  communicate  with  the  public  and  even  deliver  services; 
employer  use  of  electronic  applications;  and  the  use  of  kiosks  that  can  serve  as  a 
"mini  office"  and  placed  anywhere. 

> Information  saturation:  our  customers  have  too  much  coming  at  them.  They  need 
help  sorting  it  out  and  figuring  out  how  to  apply  it  to  their  own  situations. 

> Multitasking:  job  seekers  (and  One-Stop  staff)  must  be  prepared  to  multi-task 
because  the  world  of  work  requires  it.  People  don't  just  do  one  thing  at  a time  in 
assembly-line  fashion.  They  have  to  be  able  to  juggle  multiple  demands 
simultaneously,  even  in  their  work/  personal  lives. 

> Expectations  for  collaboration  and  co-housing:  as  more  services  are  available  from 
single  sites,  customer  expectations  rise  that  providers  will  collaborate  rather  than 
compete.  This  applies  to  the  private  sector  as  well  as  public  sector  services. 

> Computer  literacy  is  a basic  skill.  Even  for  entry-level  jobs,  computer  literacy  is 
becoming  as  vital  as  reading  literacy  and  numeracy.  Just  using  the  core  "self 
services"  in  the  One-Stop  centers  requires  computer  literacy. 

> Higher  skills  needed:  because  of  changing  occupational  demands  and  new 
technology,  nearly  all  work  requires  a higher  level  of  skill  than  it  did  15  years  ago. 

> Change  in  the  labor  market;  different  jobs.  Many  jobs  that  were  in  high-demand 
15-20  years  ago  barely  exist  today.  Other  jobs  may  be  in  high  demand  now  that  no 
one  would  have  dreamed  of  a decade  ago.  Job  seekers  will  have  to  be  flexible  and 
possess  transferable  skills  that  allow  them  to  move  with  the  market. 

> Mid-level  jobs  evaporating:  There  are  fewer  of  the  traditional  middle  class  jobs. 
Career  ladders  must  be  redefined,  and  it  requires  more  education  and  skill  building 
to  make  the  next  leap  up. 

> Outsourcing:  Outsourcing  isn't  just  overseas.  Companies  outsource  work  unrelated 
to  their  core  mission  even  within  the  United  States  in  order  to  stay  lean  and  flexible. 

> Switch  from  permanent  career  job  to  project-based:  Contingent  employment  is  on 
the  rise.  Many  people  are  still  working  for  their  former  employers,  but  on  a contract 
basis  instead  of  as  an  employee.  There  is  less  security  in  employment,  and  people 
may  need  to  make  many  career  changes  during  their  work  lives. 
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> Impact  of  disasters:  Natural  disasters  destroy  not  only  homes,  but  businesses  and 
jobs.  At  the  same  time,  they  create  demand  for  other  kinds  of  employer  (such  as 
clean-up  and  construction). 

> Building  skills  through  more  job  history:  Staying  in  the  same  job  for  many  years 
may  limit  an  individual's  learning.  Moving  from  job  to  job  can  actually  be 
beneficial  in  some  ways,  as  people  gain  skills  through  each  employment  experience. 
The  key  will  be  figuring  out  how  to  document  and  certify  those  skills  so  they  are  as 
beneficial  as  earning  academic  credits. 

> Diversity/  Majority  minority  population:  Employers  and  workers  will  need  to  be 
able  to  work  along  side  people  of  many  different  races,  ethnicities, 

abilities/  disabilities,  cultures,  and  gender  preferences.  The  work  place  will  reflect  . 
the  growing  diversity  in  the  American  population  at  large. 

> Global  economy  dictates  big  changes:  we  live  in  an  interconnected  global 
economy.  Impacts  in  China  and  India  affect  our  jobs  and  how  work  is  done. 

> Reduction  of  organized  labor:  labor  organizations  are  not  as  powerful  as  they  once 
were  to  affect  the  terms  of  employment  or  bargain  for  worker  training  and 
education.  Their  weakening  impacts  the  structure  of  workforce  development. 

> New  psychology  of  younger  generation:  the  incoming  generation  of  workers  has 
different  values  associated  with  work,  including  less  loyalty  to  the  employer  and 
higher  expectations  for  work/ life  balance.  Employers  often  perceive  them  as 
wanting  undeserved  pay  and  advancements. 

> Challenge  to  keep  curriculum  up  with  technology:  educational  institutions  don't 
have  the  budgets  to  keep  their  equipment  at  the  same  level  as  the  industries  to 
which  their  students  will  be  going.  Additionally,  curriculum  changes  can  often  be 
slower  than  the  rate  of  change  in  skill  demands. 

> Reduction  of  benefit  packages:  Contingent  and  part-time  employment  means 
fewer  people  with  benefits.  Even  full  time  permanent  workers  are  seeing  reductions 
in  their  benefit  packages,  especially  in  health  care  coverage,  putting  more  people  at 
risk  for  financial  problems. 

> Aging  workforce:  The  overall  workforce  is  aging,  but  more  so  in  specific 
occupations.  The  pipeline  is  insufficient  for  many  jobs  that  require  significant  skills 
and  educational  preparation.  Generational  conflicts  arise  in  the  workplace  when  the 
culture  of  new  workers  meets  that  of  the  old.  Aging  workers  could  be  retained 
through  phased  retirement  or  other  innovative  practices,  but  many  employers  do 
not  know  how  to  implement  them,  and  thus  will  lose  good  workers. 

> Telecommuting:  Technology  enables  more  people  to  work  (and  learn)  from  a 
distance.  The  public  may  come  to  expect  "telecommuting  services"  from  public 
systems  as  well. 

> Increased  entrepreneurship:  Because  traditional  work  for  large  employers  is  less 
certain  and  less  likely  to  provide  full  benefit  packages,  more  people  are  exploring 
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working  for  themselves.  They  need  a different  level  of  counseling,  training,  and 
supports  than  traditional  job  seeking  customers. 

> Downsizingdayoff  are  continuous:  There  are  no  longer  cycles  where  people  who 
are  laid  off  can  expect  to  eventually  go  back  to  their  jobs,  but  the  mindsets  of  the 
workers  has  yet  to  change.  Downsizing  and  layoffs  are  now  an  on-going  part  of  life. 

> Micro  enterprises-customization:  small  businesses  are  cropping  up  to  provide 
highly  customized  products.  "Off  the  rack"  products  are  not  as  desirable,  and 
customers  may  feel  the  same  about  their  workforce  services. 

Changes  in  the  One-Stop  System  since  WIA 

> Flextime:  staff  can  work  non-standard  "shifts"  in  order  to  meet  personal  needs 
and/or  provide  greater  customer  convenience. 

> Use  of  technology  for  service:  One-Stops  are  using  more  sophisticated  job  matching 
systems,  kiosks,  and  electronic  means  of  communication.  Employers  can  post  jobs 
themselves  on-line  and  referrals  can  be  made  electronically  as  well.  Technology  has 
also  improved  client  tracking  and  information  sharing. 

> Long  distance  management:  managers  no  longer  have  to  be  on-site  40  hours  per 
week.  A manager  can  provide  supervision  and  support  for  staff  from  a remote 
location. 

> More  employer  outreach:  in  a demand-driven  system,  employer  outreach  is  more 
critical.  Business  services  units  have  sprung  up  around  the  nation.  Some  One-Stops 
have  business  resource  rooms  designed  specifically  for  employer  use.  Along  with 
workshops  targeted  to  the  business  community,  the  resource  rooms  are  contributing 

to  physically  bringing  in  employers. 

> Sector  approaches:  the  system  realizes  it  can't  be  everything  to  everybody. 
Workforce  development  systems  are  taking  targeted  approaches  and  strategically 
focusing  on  the  industries  and  occupations  that  are  most  critical  to  the  economy. 

> Customized  services  for  demographics:  just  as  the  business  world  is  providing 
highly  customized  services  to  meet  specific  customer  needs,  the  workforce  system  is 
having  to  customize  its  service  menus  and  delivery  mechanisms  to  meet  the  needs 
of  specific  customer  groups.  Those  customized  services  will  have  to  change  as  the 
demographics  change.  We  need  more  agility/flexibility  to  handle  change. 

> Impact  of  immigration:  the  system  needs  to  prepare  for  immigration  reform; 
expand  the  Ramp/ Bridge  Program,  expand  intake  ability,  and  develop  cultural 
competencies. 

The  San  Francisco  Context 

San  Francisco  is  a unique  environment.  We  can  not  "re-imagine"  a One-Stop  system 

without  taking  that  environment  into  consideration.  As  CSW's  2002  'Benchmarking 

One-Stop  Centers"  report  explained,  "While  some  factors  of  quality  should  have 
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consistency  at  a national  or  state  level,  One-Stop  design  and  management  choices  must 
be  grounded  in  the  realities  of  the  community  within  which  the  center  operates. . . There 
is  no  perfect  approach  that  can  be  emulated  in  all  locales;  only  thoughtful,  strategic 
approaches  that  make  sense  in  their  local  contexts." 

What  describes  the  unique  context  of  San  Francisco?  What  do  we  have  to  consider  when 
designing  the  system?  The  participants  brainstormed: 

> Silo  mentality/trust  factor:  there  is  no  history  of  trust  and  collaboration  among  the 
major  leadership  groups. 

> Haves  and  Have  Nots/Bifurcated  local  economy/Urban  white  collar  economics: 

San  Francisco  really  doesn't  have  a middle  class.  The  economy  is  mostly  built  on 
very  high  skill/ high  tech/ high  pay  jobs.  Almost  everything  else  is  entry-level,  low 
skill/ low  pay.  Manufacturing,  which  built  the  middle  class  in  the  rest  of  America, 
is  a but  a small  presence  in  San  Francisco. 

> City  of  neighborhoods  (dense):  the  neighborhoods  of  San  Francisco  are  densely 
populated  and  internally  homogenous,  but  externally  unique.  They  have  unique 
populations  and  unique  needs. 

> Political  Environment/Liberal  bias:  the  political  environment  is  different  than  in 
most  large  cities,  and  to  call  it  "liberal"  is  an  understatement. 

> Undocumented  homeless:  homelessness  is  a major  issue,  partly  because  the  liberal 
political  atmosphere  makes  San  Francisco  a good  place  to  be  homeless.  The 
undocumented  homeless  population  is  even  larger  than  the  numbers  reflect. 

> Advocate  for  Special  Populations:  the  diversity  of  San  Francisco  means  there  are 
many  special  populations,  and  there  are  advocates  for  each  of  them. 

> Living  wage:  securing  a living  wage  for  job  seekers  is  high  on  the  radar  screen  for 
the  city  and  many  CBOs,  but  the  kinds  of  jobs  available  and  the  skills  of  the  job 
seeker  pool  make  that  a challenge. 

> No  sense  of  success:  people  don't  have  a history  of  success  to  point  to  and  take 
pride  in. 

> Limited  state  role  in  One-Stop  requirements:  in  many  other  states,  the  state 
workforce  agency  plays  a major  role  in  issuing  policy  and  criteria  for  One-Stops,  but 
that  is  not  the  case  in  California.  The  good  news  is,  that  means  the  city  can  design  a 
system  to  meet  its  own  needs. 

> About  letter  of  law/not  spirit:  the  One-Stop  system  in  California  has  always  been 
about  meeting  the  minimums  necessary  under  the  law  to  be  in  compliance.  The  true 
intent  of  the  One-Stop  system  is  not  on  the  agenda  and  has  not  been  a concern. 

> Strong  CBOs:  the  community  based  organizations  in  San  Francisco  are  many  and 
they  are  hugely  influential.  No  workforce  system  can  be  designed  in  the  city 
without  considering  the  role  they  play. 
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^ Limited  regionalism:  although  the  labor  shed  for  San  Francisco  extends  far  beyond 
the  citv's  municipal  boundaries,  there  is  little  communication,  joint  planning,  or 
commonality  of  approaches  between  San  Francisco  and  its  regional  neighbors. 

Where  are  we  Now? 

CSW  reported  on  its  observations  from  the  system  assessment.  Briefly: 

♦ There  really  isn't  a One-Stop  system,  nor  any  true  comprehensive  One-Stop. 

♦ There  is  no  One-Stop  system  data  collection  or  reporting. 

♦ Services  are  inconsistent  with  the  vision  and  goals. 

♦ There  are  good  leverage  opportunities. 

Characteristics  of  the  Industry  Leaders 

CSW  presented  a power  point  and  discussion  (since  the  power  point  was  made 
available  to  the  retreat  participants,  no  further  explanation  of  the  industry  leader 
characteristics  will  be  made  here.) 

Re-Imagining  the  System 

The  participants  were  asked  to  think  about  how  the  world  has  changed,  San  Francisco's 
unique  environment,  and  what  the  possibilities  for  change  may  be  based  on  what  the 
industry  leaders  are  doing.  They  were  divided  into  three  groups,  and  each  group  drew 
a picture  of  what  the  system  could/ should  look  like. 

All  three  visions  (below)  carry  a "virtual"  delivery  component  to  take  advantage  of 
technology.  They  envision  more  customized  and  neighborhood-based  approaches  that 
would  make  services  more  accessible  and  coordinated  among  the  partners,  and  lead  to 
skill  gains  and  increased  self  sufficiency. 

At  the  close  of  the  retreat,  the  participants  reflected  on  the  morning.  All  felt  excited  by 
the  prospects  of  possibilities  and  opportunities  and  expressed  a willingness  to 
participate  in  developing  a better  One-Stop  system  for  San  Francisco. 
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Interview  Notes  - Workforce  Solutions 


Harold  Walker,  Manager  of  Workforce  Solutions 
January  31,  2007 

Workforce  Solutions  (WS)  is  a unit  of  HSA,  split  into  an  internal  and  an  external  sub- 
unit. WS's  mission  is  to  respond  to  employer  needs  - act  as  a staffing  agency.  Its 
primary  customers  are  businesses  looking  for  entry  level  workers.  The  primary  client 
pool  is  CALWorks  and  general  assistance  participants.  WS  identifies  key  sectors  that 
will  hire  the  target  populations  and  tries  to  create  opportunities  for  them  among  their 
employers  [note  - sounds  like  the  employers  are  not  the  main  customer  but  since  they 
focus  only  on  segments  that  hire  the  target  groups,  then  they  do  indeed  focus  on  the 
business  as  the  customer]. 

WS  will  provide  services  to  anyone  who  is  a One-Stop  customer  but  they  are  funded  by 
CALWorks  through  HSA. 

The  main  jobs  they  look  for  are  drivers,  driver  helpers,  warehouse  workers,  retail, 
hospitality,  airline  ramp  agents,  CNAs,  home  health  aides,  and  security  guards  [which 
matches  the  employers  recruited  for  the  focus  group]. 

Measures  of  success  - has  a broad  range  (not  at  his  finger  tips)  for  actual  targets  but 
generally  tries  to  put  people  in  jobs  with  a future  and  above  minimum  wage.  There  are 
measures,  but  he  could  not  recall  what  they  were. 

All  participant  and  employer  data  goes  into  OASIS.  If  WS  gets  a big  job  order  - like 
UPS  hiring  - WS  does  an  e-mail  blast  to  CBOs  for  applicants.  WS  staff  (6  account  reps 
and  one  admin,  person)  are  housed  at  Mission  Center  but  do  recruiting  in  all  centers. 
]ob  openings  that  WS  gets  are  posted  at  the  One-Stops  daily.  There  is  a hotline  to  call  if 
anyone  is  interested. 

CBOs  used  to  be  more  effective  in  finding  applicants  but  they  are  now  finding  a slow 
down  in  referrals  from  the  CBOs. 

WS  offers  drug  screening  as  a service  to  small  businesses  plus  a pre-screening  which 
entails  helping  job  candidates  to  complete  the  Master  Application  (work  history,  etc.). 

If  an  applicant  meets  the  minimum  requirements,  the  individual  will  be  referred. 
Harold  did  not  know  what  happens  to  those  who  don't  meet  minimum  specs  - he 
assumes  they  go  back  to  the  CBOs  for  case  management  services  but  he  said  they  might 
just  disappear. 

Youth  referrals,  from  CBOs  in  particular,  have  huge  problems  with  drugs.  The  CBO 
response  is  - "find  jobs  that  don't  require  drug  screening." 

Work  Flow: 

> WS  gets  a call  from  an  employer; 
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> the  call  is  assigned  to  a WS  staffer,  usually  by  who  has  experience  with  that 
employer  or  the  general  sector; 

> that  staff  person  carries  out  all  the  functions  to  get  the  applicants  to  the  employer. 

The  Unit  is  not  divided  by  sectors  yet  - assignments  depend  now  on  availability  and 
experience. 

WS  is  the  next  generation  of  what  used  to  be  the  job  development  unit  of  HSA;  they 
used  to  run  job  clubs  and  try  to  place  CALWorks  participants  in  jobs  but  success  was 
limited.  Their  mission  then  was  career  advancement  for  CALWorks  participants  in  jobs 
or  training,  based  on  referrals  from  other  agencies,  but  the  model  didn't  work  primarily 
because  they  didn't  get  referrals.  But  when  they  were  the  career  advancement  unit, 
they  offered  computer  basics.  That  was  dropped  under  the  new  model.  Harold 
reflected  that  several  agencies  are  involved  in  the  One-Stops  but  they  focus  on  their 
own  work  - they  are  "siloed".  People  can  still  get  computer  training  at  weekend  college 
run  by  City  College.  He  isn't  sure  how  people  get  to  Weekend  College;  it  used  to  be 
part  of  One-Stop  orientation  but  nobody  showed  up  for  the  classes.  Weekend  College  is 
a collaboration  of  City  College  and  HSA. 

Now  they  meet  with  employers  to  determine  their  needs.  They  may  go  beyond  entry 
needs;  e.g.  they  have  found  incumbent  workers  needed  to  upgrade  skills  to  run  Quick 
Books,  so  WS  connected  them  to  City  College  programs.  They  will  arrange  for  drug 
screening  for  new  employees;  they  will  do  all  the  paperwork  for  OJT  and  tax  credits; 
and  they  provide  meeting  space  for  employers  at  the  centers. 

Harold  said  if  he  finds  an  employer  with  a need  for  an  engineer  or  an  RN,  he  tells  them 
that  is  not  the  populations  he  serves  but  he  will  refer  them  to  Turk  Street  where  EDD 
runs  job  clubs  for  dislocated  workers.  EDD  is  different  though  - they  only  do  job 
matching,  no  pre-screening. 

WS's  bread  and  butter  is  HSA  clientele,  but  they  do  it  from  the  One-Stops.  WS  has  been 
around  for  4 years.  His  mission  is  to  connect  low  level  people  with  jobs  in  SF.  He 
reports  to  James  Willard,  Deputy  to  Tony  Lugo. 

WS  has  its  own  brand  identify  separate  from  the  centers. 

Harold  says  there  are  lots  of  groups  not  being  served,  especially  youth  with  low  skill 
levels;  older  workers  (need  to  find  employers  who  will  hire  them);  and  people  with 
disabilities  (a  huge  group). 

WS's  focus  is  on  low  wage  workers  - driven  by  HSA  emphasis  on  public  assistance. 

Harold  sees  major  disconnects  in  the  system  - nobody  knows  what  other  people  are 
doing;  don't  know  other  chains  of  command  or  other  funding  streams.  There's  limited 
staff  at  One-Stop  which  limits  services  to  clients  and  there  is  an  overlap  of  resources. 
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Interview  Notes  - City  Build 

Chris  Iglesias,  Director,  San  Francisco  City  Build 
January  31,  2007 

City  Build  is  a Mayoral  Initiative  to  get  more  San  Francisco  low  income  residents  into 
city  financed  construction  jobs.  The  initiative  emerged  from  earlier  problems  with 
trying  to  achieve  the  same  objective  by  funding  CBOs  to  do  the  job.  City  Build  (CB)  has 
a staff  of  nine  right  now  soon  to  expand  to  11.  A few  are  housed  in  One-Stop  centers 
where  they  do  intake  for  the  program  (staff  are  at  3120  and  Turk  St).  The  CB  target 
populations  are  the  economically  disadvantaged,  the  unemployed,  and  the  under- 
employed. CB  works  with  a small  group  of  CBOs  as  feeder  organizations  who  do 
recruitment. 

Chris  relayed  that  he  had  heard  negative  impressions  about  the  One-Stops  from  the 
CBOs  he  works  with.  They  feel  people  go  to  the  centers  and  get  lost;  it  is  a social  service 
agency;  they  advised  him  not  to  put  any  resources  (staff)  at  One-Stops  but  the  mayor 
wanted  the  centers  included. 

Prior  operations  were  all  CBO  run  - they  did  pre-apprenticeship  training  as  well  as 
recruitment  and  placement.  For  $700,000,  90  people  were  trained  and  23  placed.  While 
the  training  was  inconsistent  among  CBOs,  some  of  it  was  good.  But  because  the  CBOs 
had  no  connections  or  relationships  with  construction  contractors,  they  could  not  get 
people  jobs.  The  contractors,  who  were  under  the  First  Source  gun,  pushed  for  a better 
model. 

The  CB  Academy  was  created  with  the  first  class  in  Feb  '06.  Ten  CBOs  did  recruitment 
and  case  management.  City  College  did  the  training,  the  city  transportation  agency 
provided  the  funding,  and  the  PIC  was  the  fiscal  agent.  The  program  provided  14 
weeks  of  intensive  pre-apprenticeship  training. 

Chris  expected  the  One-Stops  would  do  pre-screening  and  intake.  The  centers  allowed 
space  for  orientation  and  included  information  about  CB  in  their  own  general 
orientation  but  the  CB  staff  had  to  do  all  the  interviewing  and  screening  of  about  900 
applicants.  The  screening  was  to  look  for  experience  in  the  trades,  identify  barriers  that 
needed  to  be  overcome  to  participate  in  the  training,  assess  desire  to  work  in 
construction;  check  for  a high  school  diploma,  work  experience,  driver's  license,  and 
drug  test,  as  well  as  referral  to  the  contractors. 

Chris  met  with  Tony  and  agreed  the  One-Stops  would  integrate  CB  screening  into  the 
center  flow  but  the  centers  backed  out  due  to  lack  of  resources. 

CB  has  graduated  119  people  so  far  with  100  of  them  working  in  the  trades  - clear  roads 
to  journeyman  level  but  no  track  record  yet  of  how  many  make  it  to  that  level.  They 
need  to  track  further  out.  CB  staff  are  now  doing  screening  at  the  contractors'  sites 
instead  of  at  the  One-Stops.  Jobs  are  in  $16-28  range  with  average  $18-19  to  start  with 
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benefits  and  overtime.  Feedback  from  employers  is  positive  (as  determined  through 
surveys)  saying  candidates  are  well  screened  and  prepared.  The  Transportation 
Authority  has  deep  pockets  for  funding.  No  WIA  money  is  in  the  program.  The 
program  pays  CBOs  to  do  recruiting  and  GED  prep  as  well  as  case  management.  CBOs 
could  do  a better  job  of  case  management;  they  are  paid  for  9 months  follow-up.  They 
are  inconsistent  in  data  gathering.  CB  will  do  an  evaluation  soon. 

For  CB,  the  client  flow  is:  interested  people  sign  up  for  a CB  orientation  when  they  go  to 
the  One-Stop  and  look  over  the  menu  of  opportunities.  CB  orientations  are  primarily 
held  at  the  centers  but  can  be  done  elsewhere.  Trainees  are  entered  into  OASIS  for 
tracking  purposes  but  a CB  staff  person  has  to  do  this  function. 

Chris's  feedback  on  One-Stops:  they  are  constrained  by  resource  limitations;  have  good 
employer  services  staff  but  mainly  for  non-construction  jobs;  there  is  a lack  of  intensive 
services;  centers  don't  have  enough  space  or  equipment;  CB  would  pay  for  services  but 
centers  can't  provide  them;  he  primarily  works  with  Mission  Street  center. 

Chris  now  reports  to  Rhonda  for  all  intents  and  purposes. 
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Interview  Notes  - Jewish  Vocational  Service  (JVS) 

Abby  Snay,  Executive  Director 
February  14,  2007 

JVS  has  multiple  contracts  with  the  city,  and  WIA  youth  and  dislocated  worker 
contracts  with  the  PIC  (no  WIA  adult).  They  are  doing  a big  part  of  retraining  the 
limited  English  speaking  garment  workers.  As  far  as  Abby  can  tell,  the  PIC  gives  out 
dislocated  dollars  on  a first  come,  first  served  basis.  She  thinks  they  could  make  better 
use  of  the  dollars  through  IT  As. 

The  JVS  office  looks  much  like  a One-Stop.  They  have  a Technology  Access  Center  with 
a resource  library  and  16  computer  stations  which  customers  can  use  on  a drop-in  basis 
to  job  search,  improve  computer  skills,  develop  resumes,  explore  careers,  and  take  on- 
line classes.  However  - you  have  to  pay  a $10  monthly  fee  to  get  a resource  card.  The 
cost  of  the  card  is  waived  if  you  are  enrolled  in  one  of  their  programs,  which  makes 
them  unlike  a One-Stop  (universal  services  are  not  free  for  ineligibles).  They  also 
provide  an  array  of  workshops  open  to  the  general  public  on  computer  use  and  job 
search  strategies.  The  JVS  office,  however,  is  more  professional  looking  than  the  One- 
Stops.  They  are  located  in  the  financial  district  and  have  a business  look. 

People  mostly  get  to  them  by  word  of  mouth.  They  also  hear  about  JVS  at  the  dislocated 
worker  orientation  at  the  One-Stop.  The  One-Stops  make  referrals  to  them  - but  not 
strategically.  Abby  really  doesn't  know  how  much  referral  activity  actually  takes  place. 
JVS  also  recruits  directly  at  the  One-Stop  when  they  station  someone  there  on  an 
itinerant  basis,  and  they  recruit  from  the  community  itself.  If  someone  comes  to  them 
who  appears  to  be  eligible  for  WIA,  they  must  send  them  to  the  One-Stop  to  be  certified 
before  the  person  can  be  served  with  WIA  dollars.  But  JVS  has  many  other  resources. 

JVS  is  about  50%  publicly  funded  and  50%  private.  The  public  dollars  are  comprised  of  - 
WIA  (youth  and  DW),  TAA,  CDGB,  TANF,  and  other  local  and  EDD  resources  for 
youth  programs.  The  private  funding  is  about  half  comprised  of  funds  they  raise 
themselves,  as  well  as  foundations  and  the  Jewish  Community  Federation  (according  to 
their  annual  report,  their  2005-2006  revenue  was  $5.2m.  The  outcomes  for  that 
investment  are  shown  as: 
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2028  clients  increased  self-sufficiency  through 

wages,  skills  or  work  readiness 

Number  of  job  placements 

738 

Average  adult  hourly  wage 

$16.49 

dents  increased  average  hourly  wage  by 

11% 

Percent  of  students  demonstrating  improved  skills 

93% 

Percent  of  placements  in  training-related  jobs 

88% 

New  employers  registered  at  JVS  Jobs  Online 

206 

Abby's  complaint  about  the  One-Stops  is  that  they  don't  show  any  outcomes.  The 
reports  they  submit  are  just  head  counts,  and  even  those  are  misleading  because  they 
include  multiple  visits  by  single  individuals. 

JVS  does  accept  job  listings  from  relationships  they  maintain  with  their  own  employers. 
They  do  not  coordinate  employer  contacts  with  the  Workforce  Solutions  unit.  She 
doesn't  think  employers  consider  CalWorks  to  be  a particularly  productive  way  to  find 
workers.  More  of  them  are  gravitating  to  services  like  Craig's  List.  JVS's  target 
industry  sectors  are  health  care,  business  services,  retail,  and  the  non-profit  sector. 

Abby  thinks: 

> The  system  needs  to  be  shaken  up  and  decentralized  to  the  neighborhoods.  There 
should  be  a one  stop  in  every  neighborhood.  Actually,  there  are  three  different 
ways  the  One-Stops  could  be  structured:  by  neighborhoods,  by  industry  sector, 
and/ or  by  population  group. 

> Business  services  needs  to  be  completely  rethought.  A centralized  job  posting  isn't 
important.  It  needs  to  be  personalized.  People  get  jobs  based  on  relationships. 

> When  pressed  about  priorities  in  a resource-limited  environment,  she  said 
unemployment  is  very  low  and  employers  really  need  workers,  so  people  at  the 
high  end  of  the  skills  continuum  really  don't  need  the  One-Stops.  The  system 
should  priorities  a focus  on  people  with  barriers,  especially  non-English  speaking, 
basic  skills  deficient,  youth,  and  the  disabled.  There  is  a huge  gap  in  basic  skills  in 
San  Francisco. 

> A gap  analysis  to  identify  which  populations  are  poorly  served  would  be  useful. 

> "Political  will"  is  an  issue.  HSA  is  very  powerful. 

> City  College  is  the  elephant  in  the  room.  Some  feel  that  CC  should  do  the  training 
on  the  ground,  but  that  doesn't  work  well  because  they  are  too  inflexible  in  terms  of 
hours,  open  entry,  basic  literacy  (despite  the  fact  that  CC  has  the  ABE  dollars). 
Working  adults  and  those  with  childcare  needs  can't  take  advantage  of  CC. 
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Interview  Notes  - WIB  Member 

Rosalie  Bulach,  Name  Finders 
March  1,  2007 


Rosalie  is  a small  business  owner  (Name  Finders  - customized  mailing  lists  for 
companies)  and  a member  of  many  boards  and  councils,  notably  the  Small  Business 
Network  (SBN).  In  the  beginning  days  of  welfare-to-work,  the  SBN  initiated  a program 
for  welfare  clients  in  small  businesses  successful  program  that  focused  on  retention. 

The  program,  operated  through  Jewish  Vocational  Services,  won  a national  award. 

Rosalie  has  been  a WIB  member  since  its  inception.  She  served  as  chair  of  the  One-Stop 
Committee  of  the  WIB  until  two  years  ago  when  the  committee  work  stopped, 
ostensibly  due  to  lack  of  funds  to  pay  for  the  PIC  staff  that  supported  the  committee's 
work.  Joining  the  WIB  was  an  eye-opener  for  her.  She  said  in  the  private  sector  that 
meetings  are  held  with  a purpose  and  goals  are  set,  but  a governmental  board  turned 
out  to  operate  much  differently. 

One-Stop  Committee  Overview 

Rosalie  had  high  praise  for  the  PIC  staff  person  (Kathy  Dechristopher)  who  assisted  her 
with  the  committee.  As  chair,  she  established  a goal  to  make  the  One-Stops  self- 
sufficient  through  a fee-for-service  model  that  would  free  all  WIA  funds  for  training. 

As  an  example,  she  said  why  establish  a culinary  training  program  for  just  three 
people?  Go  to  restaurants  and  offer  to  add  their  good,  but  low  level  workers  to  the 
training  class  for  a moderate  fee,  like  $150.  This  would  have  several  advantages.  It 
would  fill  the  class  and  bring  money  into  the  system.  It  would  help  people  at  the  entry 
level  in  food  service  to  advance  to  the  next  level  up.  And  it  would  open  up  another 
entry  level  position  for  someone  just  starting  on  the  career  ladder.  Her  ideas  never  got 
an  inch  off  the  ground;  she  was  met  with  resistance  from  all  stakeholders  who  were 
protecting  their  own  practices.  Rosalie  asked  to  be  invited  to  the  operators  meetings. 
They  let  her  come  once,  and  the  never  again  told  her  when  the  meetings  were. 

The  committee  needed  information  on  performance  of  all  the  centers  - who  came  in, 
who  was  served,  outcomes,  and  retention;  the  full  array  of  center  data.  Despite 
frequent  requests,  they  never  got  it.  There  were  promises  but  no  results.  The  swipe 
card  system  is  just  counting  traffic,  and  that  isn't  enough  to  evaluate  the  system.  Rosalie 
feels  biggest  need  is  to  get  a handle  on  current  performance;  don't  change  the  system 
yet  until  there  is  a clear  picture  of  what  it  is  doing  today.  She  is  particularly  interested 
in  the  long-term  picture  of  what  happens  to  all  the  clients  who  come  in  the  door.  What 
were  they  trained  do  to?  At  what  cost?  How  long  did  they  hold  employment  at  what 
wage?  She  got  a commitment  for  $200,000  to  develop  a tracking  system,  but  then  was 
told  by  the  PIC  that  they  couldn't  hire  any  staff  to  do  the  work,  so  it  never  went 
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anywhere.  Rosalie  suspects  they  don't  want  the  tools  that  would  show  what  the 
system  is  doing  because  it  might  not  be  favorable. 

She  was  shocked  that  the  One-Stops  had  no  marketing  funds,  yet  they  hired  a 
marketing  person. 

Rosalie  says  she  put  in  100  hours  of  volunteer  time  to  develop  a set  of  goals  (which  had 
to  be  called  "innovations"  - the  partners  balked  at  goals  as  a term).  There  were  many 
fights  about  it  at  the  committee  level,  and  the  plan  got  killed  at  the  full  WIB  level 
meeting.  But  then,  the  full  WIB  meetings  have  almost  no  business  representatives  in 
attendance.  It  is  her  opinion  that  without  51%  business  people  present,  the  decisions 
that  are  made  are  illegal.  Rosalie  will  try  to  find  the  plan  and  get  it  to  Marc  who  will 
pass  it  on  to  the  CSW  team. 

Rosalie  was  the  only  business  member  who  stayed  with  the  committee  long-term  - it 
was  mostly  populated  by  service  providers  or  One-Stop  partners.  The  committee 
started  with  five  or  more  business  members  but  most  dropped  out  early.  Of  the  WIB 
committees,  the  One-Stop  committee  was  the  only  one  that  continued  to  meet  up  until 
the  PIC  support  funds  ran  out.  They  always  had  a quorum,  and  always  had  a large 
audience.  She  was  told  that  people  showed  up  just  because  they  wanted  to  hear  what 
she  was  going  to  say  since  she  was  the  only  one  trying  to  do  anything  definitive. 

One-Stop  General 

As  a business  owner,  Rosalie  uses  the  system  herself  with  mixed  results.  She  hire 
someone  who  was  trained  by  JVS  and  that  person  has  worked  out  very  well.  She  also 
hired  her  receptionist  through  the  One-Stop.  She  tries  to  get  other  small  businesses  to 
do  the  same  but  they  don't  like  the  red  tape. 

Her  primary  interest  in  a redesign  would  be  to  improve  accountability  and  analyze 
what  the  system  is  doing  right  now.  She  believes  the  major  performance  metric  should 
be  retention.  Too  much  training  has  occurred  that  did  not  lead  to  retention.  The  WIB 
never  received  any  financial  information  on  how  the  funds  were  being  spent  and  what 
the  return  was  on  investment.  She'd  like  to  see  an  audit  that  shows  how  the  funds  are 
getting  spent.  She  thinks  that  people  are  being  placed  in  training  programs  without 
regard  for  whether  there  is  an  actual  job  at  the  end  of  it. 

Workforce  Issues  in  General 

> Small  business  owners  are  not  at  the  table  and  their  needs  aren't  being  met;  they 
don't  have  a voice  with  the  Mayor.  In  fact,  business  in  general  is  not  at  the  table. 
The  WIB  seems  to  be  comprised  mostly  of  CBOs  trying  to  protect  their  piece  of  the 
pie. 

> Some  providers,  like  JVS,  are  fantastic;  others  are  not  so  good. 

> The  system  needs  to  address  the  needs  of  the  immigrant  population.  English  skills 
are  crucial  to  labor  market  success. 
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> Education  - K-12  - needs  to  be  at  the  table;  they  never  have  been. 

> Rosalie  visited  the  Seattle-King  County  One-Stops  - she  was  tremendously 
impressed  by  the  seamless  service  they  provided;  everybody  in  the  center  "worked 
for"  the  center  not  for  their  funding  agencies.  She  was  impressed  that  there  were 
computer  rooms  where  people  were  actually  working  on  the  computers,  not  just 
doing  job  hunts  they  way  they  use  the  computers  in  the  San  Francisco  One-Stops. 

> The  WIB  needs  a chair  who  has  the  ear  of  the  Mayor  and  can  get  things  done;  the 
United  Way  is  a big  hitter  in  town  and  connected  to  all  major  employers.  They 
should  be  tapped  to  find  WIB  members. 

> Rhonda  Simmons  has  a tough  job  ahead  of  her  but  she  is  committed  and  candid; 
Rosalie  hopes  she  sticks  it  out  and  is  concerned  that  she  get  enough  support  that  she 
can  actually  make  the  changes  she  envisions. 
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